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April 12, 2012 


Ms. Colleen Janes  
Nevada State Controller’s Office 
515 E. Musser Street, Suite 300 
Carson City, NV  89701 
 
Dear Ms. Colleen Janes, 


NCO Financial Systems, Inc. (“NCO”) is pleased to submit the attached response to the Nevada 
State Controller’s Office’s (“the State’s”) Request for Qualifications No. 2026 for the Collection 
of Delinquent Receivables.  NCO previously submitted a response to RFQ No. 2016; and have 
thoroughly reviewed RFQ No. 2026. We understand and will comply with all of the changes 
that were highlighted by the state in the new RFQ.  Al l of our changes and/or updates to our 
previous response are highlighted in green. We are submitting new forms, with the exception of 
“Attachment E, Reference Questionnaire.” Please use the questionnaires that were submitted 
previously for this response. Our references remain the same, but have been updated and are 
included again for your convenience.  


NCO is exceptionally qualified and highly motivated to provide the services requested by the 
RFQ.  We offer 21 years of court collections experience, 40 years of government collections 
experience and 86 years of overall collections experience.  


NCO brings unmatched state tax collection experience to this contract. We provide tax 
collection services to 18 states, which include: Colorado, Connecticut, Delaware, Florida, 
Indiana, Iowa, Kansas, Maine, Maryland, Minnesota, Mississippi, Missouri, Montana, 
Oklahoma, South Carolina, Texas, Utah, and Wisconsin, plus the City of Los Angeles.  Three of 
those clients: Illinois, Colorado, and Mississippi, selected NCO during 2010, evidence of the 
positive reputation we have gained for delivering superior tax collection services. NCO also 
won new contracts in 2010 with the Iowa Department of Revenue and Oklahoma Tax 
Commission via competitive RFPs, continuing long-term relationships with those clients. 


In addition to our state tax expertise we are currently collecting non-tax receivables for 17 states 
and have 14 master contracts currently in place to handle collections for any agency within that 
state. 


We also successfully serve a variety of similar programs for cities across the United States, 
including the City of Los Angeles, City and County of San Francisco, City of Long Beach, City 
of Seattle, as well as the City of Mesa Municipal Court, the City of Tempe Municipal Court, the 
City of Las Vegas Justice Court, and the City of Tacoma Municipal Court. 


Through acquisition of OSI Collection Services, Inc., NCO was previously under contract with 
the State of Nevada Division of Purchasing for the State Controller’s Office.  Since this was the 
first time the State outsourced their collections there were some difficulties that were 
encountered during the transition. We understand these difficulties, and can ensure that we will 
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provide the State with the most experienced staff, responsive point of contact, and continual 
communications to prevent any such difficulties to occur with NCO.   


With NCO’s experience and professionalism, we are confident that we can form a positive, 
long- lasting relationship with the State. We prefer to concentrate on the collections portion 
where we have unsurpassed experience and many long-term state clients.  Therefore, NCO is 
not bidding on the Forensic Accounting portion of this RFQ .   


By choosing NCO for this contract, the State along with any State agency or government entity 
utilizing this contract  will benefit by receiving superior collection performance and higher net 
return, with the assurance of responsive customer service aimed to uphold the State’s  positive 
public image. We will perform these services in full compliance with applicable regulations, 
utilizing our superior systems and proven processes, backed by rigorous security and 
confidentiality controls.  


The accounts receivable management (ARM) industry is highly competitive. NCO competes 
with approximately 6,500 providers, including large national corporations and many regional 
and local firms.  
 
NCO’s service to the public sector has grown over the past four decades. In 1978, the 
Pennsylvania Higher Education Assistance Agency selected NCO to assist them in the recovery 
of defaulted student loans. Since that time, NCO has steadily grown its government clients to 
include public entities of all sizes, from small townships to large cities and state departments of 
revenue to the United States Department of Education.  


Over the years, NCO has continuously served hundreds of government agencies and has won 
multiple contract renewals.  Client satisfaction and retention are a good indication of our 
success. We have long-term relationships with our clients with little client turnover. NCO has a 
client retention rate of over 90%, with one of the highest annual growth rates in the industry as 
a direct result of our client’s satisfaction with our services and results.  In addition, a recent 
independent collection industry survey (Black Book of Outsourcing) ranked NCO #1 in 12 of 
the 18 categories from over 1,000 respondents and ranked NCO as the #1 Top Accounts 
Receivable Management Vendor. 


NCO recognizes that government entities have high-performance standards based upon 
multiple factors: recovery rates, the ability to protect customer identity, information security, 
and professional interaction with the customer at all times. Failure in any one of these areas is 
not acceptable. Our standard is to exceed your expectations. Our longstanding client 
relationships, solid history of contract renewal, and merit awards for performance attest to our 
level of experience and ability to achieve client goals.  


Choosing NCO for this contract will benefit the State through: 


• Reduced costs by way of innovative ideas and proven best practices 
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Proprietary and Confidential Information 
This proposal contains confidential, proprietary, and trade secret information of NCO Group, Inc. (NCO), and the restricted areas 


identified below should not be disclosed outside of the Nevada State Controller’s Office or committee evaluating this response. If, 
however, a contract is awarded to NCO as a result of or in connection with the submission of this data, it is understood that the 
Nevada State Controller’s Office may use or disclose the data to the extent provided in the contract. The data subject to the 
disclosure restriction are:  all items that are submitted separately and marked confidential.  
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Executive Summary 


States and municipalities nationwide face ongoing pressure to reduce or control budgets amid 
increasing overhead costs.  Simultaneously, delinquent accounts receivables continue to 
increase while State agencies are expected and required to do more with less. 


Delinquent accounts receivables obviously represent an important revenue source for the State. 
Today’s economic climate demands close attention to delinquent obligations, for fiscal reasons, 
as well as to send the message that debtors must be responsible for their obligations.   


The services of the right collection agency can benefit states and its agencies by contributing 
best practices, process improvements, and specialized expertise to the collection process. The 
right collection agency can bring in new ideas, successful techniques, and positive experiences 
learned from working with other State systems and with various types of government 
receivables. 


NCO is pleased to present the following SOQ in response to the State of Nevada Controller’s 
Office Request for Qualifications No. 2026 to partner with a Collection Agency for third party 
collections.  NCO will employ a dedicated team to the State’s contract that are extremely 
knowledgeable of their debts referred for collections over the years and are expert in collecting 
various state debt types with similar case placements.   These experienced staff members have 
been successfully handling government debts for a myriad of years. 


Experience with Government Agencies 


Throughout our 86 year history, NCO has gained valuable experience and knowledge of the 
collection industry, which has helped make us the leader in our field. We have found the key to 
any successful program is to know your business and your clients. We recognize that different 
industries require different approaches and have designated divisions, contact centers, 
management teams and collectors to manage our client programs. 


NCO’s specialized and dedicated Government Services Division exclusively serves government 
agencies, and we are readily familiar with your challenges, goals, and performance 
expectations. We will strive to maximize results and netback of monies to the State while 
providing the highest standard of quality service for the State and its citizens that you expect 
and demand. 


NCO maximizes our knowledge and experience by providing a successful collections program 
through: 


 Excellent Customer Relations -  We make your consumer’s needs our first priority, and you 
can be assured they are treated with the courtesy and professionalism they expect from the 
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State . All customer interaction by telephone and letter is clear, concise, customer friendly, 
and compliant with all federal, state, and local laws, rules, and regulations pertaining to 
debt collection.  


 Our Management Experience -  NCO is managed by a distinguished team of executives 
offering over 160 years of combined experience in the collection industry. 


 Proven, Efficient Workflows - Automated workflows, developed by capturing the best 
practices developed through decades of experience, ensure every case assigned to NCO is 
worked in accordance with our proven work standards.  


 Compliance - NCO has developed and implemented a comprehensive compliance program 
to ensure adherence to laws, bulletins, regulations, and guidelines applicable to debt 
collection as well as protected personal information.  


 IT Integration - NCO is uniquely qualified to implement and enhance systems integrations. 
Our demonstrated track record of success and highly experienced IT staff provides evidence 
of our continuous commitment to leverage technology to improve the information transfer. 


NCO’s level of experience, proven methodology, and integrated technology deliver an efficient, 
effective business solution. While working to achieve maximum recoveries, we are mindful of 
the special nature of your relationship with your citizens, and are proud of our proven and 
consistent track record of providing our government clients with superior results without 
jeopardizing their outstanding reputation in their communities.  


Distinguishing Capabilities 


Our clients enjoy the following differentiators NCO is able to provide: 


 NCO is one of the leading providers of collection and accounts receivable management 
services, and the State will be working with a financially stable corporation dedicated to 
the security of information, facilities, and personnel at all times. With over 100 locations 
worldwide, combined annual revenue in excess of $1.5 billion, and $50 million available 
in credit facility, NCO offers the strength and reliability of a large company, but operates 
as an independent business unit with internal quality control evaluations and 
compliance monitoring.  


 NCO’s Government Services division has 40 years of directly relevant experience by 
currently providing collections of franchise, sales, and other taxes to 20 state tax agency 
clients. 


 NCO’s Government Services division has 40 years of directly relevant experience 
providing collections of various government debts, including court-ordered debts with 
fines and fees added to the debt owed, as well as a myriad of additional debt types such 
as police false alarms, EMS, sanitation, water, building permits, etc. 
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 NCO’s Government Services division has 21 years of directly relevant experience 
providing collections for of various court-ordered debt for over 200 Courts nationwide. 


 Our Government Services division is dedicated exclusively to serving municipal, 
county, state and federal governments. We have the specialized knowledge and 
expertise necessary to implement a successful collection program for the State. We have 
the demonstrated flexibility to adjust and modify our programs to accommodate rapidly 
changing requirements. 


 On average, we experience a minimal overall complaint rate of 0.0012 percent, which 
equates to 1.2 complaints for every 100,000 accounts while still producing top recovery 
of our clients’ debts. 


 NCO has a 90% client retention rate, with one of the highest annual growth rates in the 
industry as a direct result of our clients’ satisfaction with our service and results. 


 NCO is capable of communicating with any debtor encountered during the collection 
process.  If the debtor does not speak English, then the call is transferred and the case 
reassigned to one of our representatives who speaks their language.   


NCO’s combination of government-specific experience, overall government collection 
experience, 15 dedicated Government collection centers, well-trained and motivated staff, 
leading-edge technology, and expert management will provide superior value by helping 
the State: 


 Maintain uninterrupted strong and improving collection performance 


 Increase cash flow 


 Reduce “write-offs” 


 Uphold positive public image 


 Control capital expenditures 


 Save on staffing and training costs 


 Leverage advancing technology 


 Achieve revenue goals 


 Improve customer service to citizens 


 Enhance its collection ratio 


 Improve the quality and consistency of collections 


 Send the message that the State’s and Municipalities’ debt obligations must be fulfilled 
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Competitive Advantages 


The accounts receivable management (ARM) industry is highly competitive. NCO competes 
with approximately 6,500 providers, including large national corporations and many regional 
and local firms.  


NCO’s service to the public sector has grown over the past four decades. In 1978, the 
Pennsylvania Higher Education Assistance Agency selected NCO to assist them in the recovery 
of defaulted student loans. Since that time, NCO has steadily grown its government clients to 
include public entities of all sizes, from small townships to large cities and from state 
departments of revenue to the United States Department of Education.  


Over the years, NCO has continuously served hundreds of government agencies and has 
won multiple contract renewals.  Client satisfaction and retention are a good 
indication of our success. We have long-term relationships with our clients 
with little client turnover.  NCO has a client retention rate of over 90%, with 
one of the highest annual growth rates in the industry as a direct result of 
our client’s satisfaction with our services and results.  In addition, a recent 
independent collection industry survey (Black Book of Outsourcing) ranked NCO #1 in 12 of 
the 18 categories from over 1,000 respondents and ranked NCO as the #1 Top Accounts 
Receivable Management Vendor. 


NCO recognizes that government entities have high-performance standards based upon 
multiple factors: recovery rates, the ability to protect customer identity, information security, 
and professional interaction with the customer at all times. Failure in any one of these areas is 
not acceptable. Our standard is to exceed your expectations. Our longstanding client 
relationships, solid history of contract renewal, and merit awards for performance attest to our 
level of experience and ability to achieve client goals.  
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Overview and Scope of Work 


NCO has read sections 1.1 through 1.2.38.14 in RFQ. 2026. We will comply and can meet all 
requirements as set forth in theses sections and throughout this RFQ.   


1.2.12 For bankruptcy services, key personnel must have demonstrated experience. 
Vendors should provide a summary of experience for their key personnel who will be 
involved in providing services in bankruptcy. [Clarified as a result of vendor questions to 
RFQ 2016. See also Attachment H, question 11.] 


In accordance with the clarification in section 1.2.12, NCO has provided the following 
information regarding our personnel. All of our personnel are trained in the bankruptcy 
process. In particular, our Project Manager has over 22 years of bankruptcy experience.  


Personnel 


Resumes of Key Individuals for This Contract 


Tim Galloway 


Senior Vice President – Operations  


Career Overview: Mr. Galloway has 19 years of collection industry experience, including 18 
years in management roles.  


As Senior Vice President of Operations, he has responsibility for operations in NCO’s 
Government, Education, and Transportation divisions, as well as NCO’s Attorney Network and 
student loan billing subsidiary University Accounting Service, LLC (UAS). He reports directly 
to NCO Chief Operating Officer Steve Leckerman. 


Experience: Mr. Galloway joined NCO when it acquired OSI on February 29, 2008, continuing 
the leadership role as SVP-Operations he held with OSI since November 2003. 


He has served in progressively responsible leadership positions across multiple industry 
verticals with OSI and predecessor company Accelerated Bureau of Collections, Inc. 


Education: Mr. Galloway earned a Bachelor’s Degree in Political Science from Colorado State 
University, Fort Collins, Colorado. 


Brian McIlhenny 


Senior Vice President – Sales 







 


 


April 12, 2012 
 


Page 7 


 
 


An NCO Government Services Submission of Qualifications 
Prepared for 


Nevada State Controller’s Office RFQ 2026  


Career Overview: Mr. McIlhenny has 26 years of senior leadership, sales management, and 
direct sales experience. He is responsible for managing the sales organization of NCO’s 
Government Services and Customer Management divisions.  


Experience: He joined NCO Group when it acquired OSI in February 2008, continuing the 
leadership role as SVP-Sales he held with OSI since September 2005. He also was responsible for 
the overall sales and marketing efforts of North Shore Agency, Inc. (NSA), a former subsidiary 
of NCO Group and OSI that was sold in November 2009. In July 2009, Mr. McIlhenny added 
responsibility for the Customer Management division of NCO Group. From 2005 to mid-2009, 
he also had responsibility for Education Services division sales, including University 
Accounting Service (UAS), which services over 450 colleges and universities. 


Prior to joining OSI, Mr. McIlhenny was with RMH Teleservices, Inc., Newtown Square, 
Pennsylvania from 1999 to 2004. RMH was an international provider of outsourced customer 
relationship management services via front-line personnel (11,000+ agents) and e-care located in 
15 custom contact centers and strategic partners based in five countries. He served as Vice 
President of Sales and was responsible for new client development, new customer 
implementation, and account penetration. He played a key role in RMH’s organic growth of 
$230 million in four years. RMH was sold to NCO Group in April 2004. 


Mr. McIlhenny held Senior Sales and Senior Relationship Manager positions with a premier 
provider of outsourced training and consulting services, AchieveGlobal, Tampa, Florida, from 
1994 to 1999. He was in sales and management with Friden Neopost, Hayward, CA (now 
Neopost) from 1986 to 1994. He served as Sales Executive with Data Decisions in 1985. 


Throughout his career he has earned awards and recognition for his outstanding achievements 
in sales and management. 


Education: Mr. McIlhenny earned a B.A. degree in Economics from Ursinus College, 
Collegeville, PA and is currently re-pursuing an EMBA with Drexel University, Philadelphia, 
PA. 


Jeff Smith 


Vice President – Sales, Government Services 


Career Overview - Mr. Smith has 24 years of collection management experience including 21 
years of collection contracting experience. In his role as Vice President – Sales, Government 
Services, Mr. Smith is responsible for bringing customized NCO solutions to government 
agencies and managing client contracts. He serves government clients in the states of Alaska, 
Arizona, Arkansas, California, Colorado, Hawaii, Idaho, Illinois, Iowa, Kansas, Louisiana, 
Minnesota, Missouri, Montana, Nebraska, Nevada, New Mexico, North Dakota, South Dakota, 
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Oklahoma, Oregon, Texas, Utah, Washington, Wisconsin, and Wyoming. Mr. Smith will be 
responsible for the AZDOR’s overall satisfaction. 


Experience - Mr. Smith has experience with numerous current and past government clients, 
including the Arizona Department of Economic Security, Arizona Department of Revenue, 
Arizona Supreme Court, the California Department of Transportation, the California Franchise 
Tax Board, California Highway Patrol, California Department of Industrial Relations, California 
Employment Development Department, City of Chicago (IL), Clark County (NV) Courts, 
Colorado Department of Revenue, Colorado Judicial Branch, Dallas County (TX) Courts, El 
Dorado County (CA) Superior Courts, Golden Gate Bridge Highway & Transportation District, 
Hawaii Department of Revenue, Humboldt County (CA), Illinois State Tollway, Illinois 
Department of Revenue,  Iowa Department of Revenue, City of Henderson (NV) Municipal 
Court, City of Henderson (NV) Justice Courts, Kansas Attorney General,  Kansas Department of 
Revenue, City of Las Cruces (NM), City of Las Vegas (NV) Municipal Courts, City of Las Vegas 
(NV) Justice Courts, City of Long Beach (CA), City of Los Angeles (CA), City of Mesa (AZ) 
Municipal Courts, Missouri Department of Revenue, Montana Department of Revenue, Nevada 
Department of Taxation, Nevada Controller’s Office, Nevada Department of Motor Vehicles, 
Oklahoma Tax Commission, Oregon Department of Administrative Services, Oregon 
Department of Revenue, Oregon Judicial Department, City of Phoenix (AZ) Municipal Courts, 
Pierce County (WA) District Court, City of Salt Lake (UT) Courts, City of San Francisco (CA), 
City of Seattle (WA), Tacoma (WA) Municipal Court , City of Tempe (AZ) Municipal Courts, 
Texas Comptroller’s Office, Texas Department of Transportation, Thurston County (WA) 
District Court, Utah Tax Commission, Utah Office of State Debt Collections, Washington 
Department of Health and Human Services, and Washington Department of Revenue. 


Mr. Smith has a very strong background and understanding of collection procedures and 
techniques along with collection laws and regulatory compliance. He has significant experience 
and expertise in collection operations, call center activity and programming. In addition, Mr. 
Smith has significant experience in quality control and assurance, project design, customer 
service, and implementation of collection and government contracts.  


Mr. Smith joined NCO when it acquired Outsourcing Solutions Inc. (OSI) on February 29, 2008, 
continuing the leadership role in Government Services sales he held with OSI. He held 
numerous positions of progressive responsibility in his 20-plus years with OSI. These positions 
included five years as a Regional Vice President of Sales for OSI’s Government Services 
Division and four years as a Regional Sales Director for OSI Collection Services. In addition, Mr. 
Smith served four years as a Regional Vice President of Operations, one year as a General 
Manager, and six years as a Regional Account Manager, all for OSI subsidiary The Continental 
Alliance, which merged into OSI Collection Services, Inc. in 1999. 


Education - Mr. Smith holds a Bachelor Degree in Business and Public Administration from 
California State University, Sacramento, California. 
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Bill Girsch  


Vice President – Operations, Government Services 


Career Overview: Mr. Girsch brings 29 years of leadership and management experience in both 
sales and operations environments, including 18 years in the receivable resolution industry. 


He is responsible for managing Government Services offices across the U.S.  He also has overall 
operations responsibility for student loan billing subsidiary University Accounting Service 
(UAS). Mr. Girsch joined NCO when it acquired OSI in February 2008 and continues in the 
leadership role in Government Services he assumed in February 2006.  


Experience: Mr. Girsch was promoted to Executive Director of OSI’s staffing business unit, 
Coast to Coast Consulting, LLC, in October 2002.  He was responsible for the unit’s 
reorganization, stabilizing and repositioning it as a premium provider of on-site billing and 
collection services.  These services for healthcare providers focus on billing and collections of 
government and commercial receivables.  As Director of Business Development beginning in 
September 2000, he was responsible for creating business opportunities for the Healthcare 
Services Division.  He contributed significant new client sales revenue while maintaining 
exceptional client service relationships with existing clients. 


Prior to joining NCO/OSI, Mr. Girsch served with BCC Financial Management Services Inc., 
Fort Lauderdale, FL from 1993 – 2000.  He held the positions of Director of Operations and Vice 
President of Sales and Marketing.  BCC’s core business was to provide receivable management 
services.   


Mr. Girsch was Manager of Manufacturing for Eaton Corp., Danbury, CT, from 1982 through 
1993. During his employment he was responsible for the day-to-day operations for 220 FTE’s in 
the manufacturing, production planning and quality control departments for government and 
non-government clients. During this time, Mr. Girsch held a Department of Defense secret 
clearance. 


Memberships, Certifications and Awards: Bill has been a part of industry organizations since 
1993 and served on various committees and Boards of Directors.  


Education: Business Administration, State University of New York at Morrisville 


James Berry 


Director of Operations – Rancho Cordova, California Government Services 


Career Overview – Mr. Berry will serve as Project Manager for this contract, responsible for 
ongoing program performance. He brings 22 years of collections experience to this contract, 
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including experience developing high-performance teams delivering sustained superior 
performance results. In addition, Mr. Berry has over 22 years of handling bankruptcy cases, is 
an expert in bankruptcy law and the processing of bankruptcy cases.  


He is an aggressive leader with a proven track record of success in team-building and program 
management. He demonstrates excellent vision, planning, coaching and organizational skills. 


Experience –Mr. Berry’s experience includes seven years serving in progressively responsible 
operations management positions with The West Corporation; 10 years with States Recovery 
Systems, where he started as a collector and advanced through Collection Manager, and 
Operations Manager, to Director of Operations; and stints in management with Freedom Debt 
Relief, Loan Review, Inc., and Erin Capital & Associates. He joined NCO in January 2011. 


Among his accomplishments, Mr. Berry built a team and grew business by 600 percent over 
three years. He grew staffing to support growth from 16 to 240 employees. 


Mr. Berry ran multiple offices in the United States and Near Shore. He was responsible for 
monthly revenue in excess of $16 million gross and $5.5 million in fee.  He developed and 
launched new customer contact plans to ensure top productivity for an entire team of 
representatives 


Mr. Berry has handled a national portfolio of Fortune 500 clients. His client list included Wells 
Fargo Bank, Toyota, Bank of America, Wachovia Bank, Discover Card, Capital One, 
Sprint/Nextel, GMAC and many more.  He also directed and managed multiple offices that 
included five directors, eight assistant directors, 60 front-line managers, and 850 employees. The 
team exceeded monthly sales goals for a record 39 months straight. 


Education and Development - Mr. Berry attended York College, in York, Pennsylvania, 
majoring in Business Administration. He also completed a course in “Model-Netics,” a 
comprehensive, model-based, management training and communication program taught and 
used in over 500 organizations worldwide -- large and small, for-profit and not-for-profit, 
government, and education.  


Carlton Williams 
Collections Manager – Rancho Cordova, California Government Services 


Career Overview - Mr. Williams has 13 years of collection experience and eight years of 
collection management experience with NCO’s Government Services division. As Government 
Services Collection Manager, Mr. Williams is responsible for helping to meet and exceed 
collection goals for government clients serviced by the Rancho Cordova, California office.  
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Experience - Mr. Williams joined NCO when it acquired Outsourcing Solutions Inc. (OSI) on 
February 29, 2008, continuing in his role as Collections Manager. 


Mr. Williams is responsible for the maintenance of receivable accounts placed for collection. 
Responsibilities include account assignments, inventory control, call monitoring, ensuring work 
standards and compliance issues are met, providing ongoing developmental and coaching 
sessions, handling consumer disputes relating to specific client issues, and ensuring proper 
close and return procedures are performed on bankruptcy notices and client requests. He 
contacts clients to inquire about possible direct payments as well as to request additional 
backup/support documentation if requested by a debtor. 


Mr. Williams assists the Operations Manager in formulating monthly projection reports for 
individual clients and collection representatives, and for tracking daily, weekly and monthly 
gross collections as well as revenue production and client placements. 


Prior to joining the former OSI, Mr. Williams served six years as a Medical Chief Orderly in a 
32-room operating suite. He supervised daily schedules and assignments for all Surgical Unit 
Orderlies, approximately 12 to 18. Mr. Williams also served six years in the United States Navy 
as a Financial Records Keeper. He was responsible for 1.2 million in retail merchandise 
inventory that was sold on board Navy ships stores. Mr. Williams supervised 14 to 16 junior 
sailors. 


Lynn Edwards 
Customer Service – Rancho Cordova, California Government Services 


Career Overview - Ms. Edwards has 24 years of customer service experience, including 23 years 
in the collection industry.  


She has a well-rounded knowledge of all facets of the collection business, which enables her to 
provide our clients with top-rated service. 


Experience - Ms. Edwards joined NCO when it acquired Outsourcing Solutions Inc. (OSI) on 
February 29, 2008, continuing in her role as Customer Service Representative. 


Ms. Edwards is responsible for serving high-profile government clients whose accounts are 
placed for collections at our Rancho Cordova, California office. She has been consistently 
praised by clients for her pleasant demeanor, strong work ethic, and prompt service in 
providing answers to questions or providing requested reports in a timely manner. She has also 
served as backup to various positions within the administrative office.  


Ms. Edwards joined the former OSI in 1994 as a customer service representative. She was 
awarded OSI’s Managers Recognition Award in 1995 for outstanding work, helpfulness to 
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clients and management, and achievements in her position. From 1990 to 1994 she was a 
customer service/collection representative for Aalert Paging where she assisted large business 
customers with orders and service, tracked merchandise, and handled any discrepancies. She 
also contacted customers to arrange payment on seriously delinquent accounts. From 1988 to 
1990 Ms. Edwards was a loss prevention coordinator for Weinstocks. Prior to that, she was a 
collection representative for Golden One Credit Union from 1986 to 1988. 


Susan Gifford 


Director of Training and Development 


Career Overview: Ms. Gifford is responsible for training and development for NCO’s 
Government Services, Education Services, Attorney Network Services, and Commercial 
Services divisions nationwide.  


As a learning and development professional with more than 14 years of experience, she is 
skilled in adult learning methodologies, including Kirkpatrick Evaluations and Programmed 
Instruction.  


Experience: Prior to joining NCO in June 2009, Ms. Gifford served in progressively responsible 
training roles for major financial services providers.  


She worked at Barclays Capital: EquiFirst Corporation from November 2005 to February 2009, 
serving stints as HR and Learning Business Partner, Training and Development Supervisor. 


She served as Senior Learning and Performance Consultant at AmerCredit Financial Services 
from August 2003 to June 2005.  


At Midland Credit Management, she was Training and Development Specialist II from October 
2002 to June 2003. 


She worked at Alliance Data Systems from January 1997 to August 2002 as Training 
Manager/Instructor and Training Specialist. 


Awards and Recognition: 


 2011 “Young Trainers to Watch,” “Training” magazine 


 EquiFirst Corporation: Award of Excellence (2007) received for professionalism and 
leadership 


 Midland Credit Management: Birdie Award (2003) recognized for identifying organizational 
needs, leadership and excellent facilitation 
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 Alliance Data Systems: People-to-People Award (2001) recognized for outstanding personal 
leadership 


 Alliance Data Systems: Star Award (2001; 2000; 2000) received for extra effort in project 
management and facilitation  


Education, Certifications and Training: Ms. Gifford earned a Bachelor of Science degree in 
Business from Franklin University. She graduated Summa Cum Laude (G.P.A. 4.0). 


Her certifications, memberships, and community involvement include: 


 Certified Senior Professional of Human Resources 


 Certified Ken Blanchard Situational Leadership II Facilitator 


 Certified CCL Skillscope 360 Facilitator 


 Certified Psychometric/Diagnostic Facilitator (MBS, DiSC) 


 Certified Achieve Global Facilitator 


 Society for Human Resource Management (SHRM) Member 


 American Society of Training & Development (ASTD) Member 


 Rio Salado Adjunct Faculty Member 


 Habitat for Humanity Volunteer 


 Junior Achievement Volunteer 
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Jessica McMullen 


IT Client Manager 


Career Overview Ms. McMullen has 19 years of experience in the Information Technology 
field. As NCO IT Client Manager, Ms. McMullen works with clients and IT 
personnel to design, implement, and execute successful technical solutions 
that meet each client’s individual needs.  


Experience Ms. McMullen joined NCO when it acquired Outsourcing Solutions Inc. 
(OSI) on February 29, 2008, continuing in the IT Client Manager position 
she held previously.  


She was promoted to her current position as IT Client Manager in 2000.  
She serves as the voice of the client, working to ensure clients’ technical 
solutions meet program requirements and continually evaluating processes 
to identify opportunities for improvement. She works hand-in-hand with 
both client and NCO IT personnel to design successful implementations for 
new programs, develop technical solutions to business issues, and analyze 
current processes to determine risks and balances against business 
objectives. 


Ms. McMullen also serves as the central point of contact for any IT service-
related issues, and she works closely with the client and the IT team to 
facilitate quick and efficient resolution to any technical issues.   


Jessica served as Production Support Analyst from 1998-2000, providing  
second-tier support for all production processes.  Her main responsibilities 
included: applying updated application releases to the collection system; 
coordinating production changes to client programs, and managing scripts. 


From 1991-1998, she served as Computer Operator and then 
Programmer/Analyst, responsible for assisting programming and technical 
departments with various system problems, working to alleviate any loss 
of processing availability. 


Education  Waukesha County Technical College, Computer Programming 


 
  







 


 


April 12, 2012 
 


Page 15 


 
 


An NCO Government Services Submission of Qualifications 
Prepared for 


Nevada State Controller’s Office RFQ 2026  


3.2 General Minimum Qualifications 


NOTE:  If the applicant fails to address and/or meet any of the below General Minimum 
Qualifications, they will not be considered for funding. 


 
3.2.1 Registered and in good standing with the Nevada Secretary of 


State’s Office.  Include Certificate of Existence (evidence of good 
standing). 
 


NCO is registered and in good standing with the Nevada Secretary of State’s 
Office.   Please Exhibit II for a copy of Certificate of Good Standing with the state 
of Nevada.  


 


3.2.2 Information submitted in response to Section 4.1 will be scored on a 
pass/fail basis. 


 
NCO has read and understands. We can ensure the State that we far exceed the 
requirements set forth in the RFQ.   
 
3.2.3 References from Section 4.2 will be scored on a pass/fail basis. 


 
NCO has read and understands. 


 
 


3.2.4 If proposing on the forensic portion of the Scope of Work, forensic 
project references will be scored on a pass/fail basis. 


 
NCO is not bidding on the forensic portion of the Scope of Work.  
 
3.2.5 Information submitted in response to Section 4.3 will be scored on a 


pass/fail basis. 
 


NCO has read and understands. 
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 STATE DOCUMENTS 
 
 
 


1. Page one of RFQ 
2. All Signed Amendments 
3. All Attachments Requiring Signature  


 Attachment A: Confidentiality of SOQs 
 Attachment B:Contract Exceptions  
 Attachment F:Signed Certifications Regarding 


Lobbying 
 Attachment G: Completed W-9 


4. Insurance Certificate  
5. Information submitted in response to Section 4.1.    
6. Information submitted in response to Section 4.2.1 & 4.2.2.   
7. Information submitted in response to Section 4.3.  
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Information in response to Section 4.1   
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4. COMPANY BACKGROUND AND REFERENCES 


4.1 VENDOR INFORMATION 


4.1.1 Vendors must provide a company profile in the table format below. 


 
Question Response 


Company name: NCO  Financial Systems, Inc. 
Ownership (sole proprietor, partnership, 
etc.): 


Corporation 


State of incorporation: Pennsylvania 
Date of incorporation: 1926  


# of years in business: 86 
List of top officers: Ronald Rittenmeyer – NCO and 


APAC President and Chief 
Executive Officer.  Mr. Rittenmeyer 
is responsible for overall operations, 
with emphasis on strategic planning 
and marketing.  He is a seasoned 
executive in the business process 
outsourcing solutions (BPO) 
industry, most recently serving as 
Chairman, President and CEO of 
Electronic Data Systems (“EDS”) 
until its sale to Hewlett-Packard in 
late 2008. He currently serves on the 
Board of Directors of American 
International Group (AIG), Tenet 
Healthcare Corporation, and IMS, a 
privately held company. 
 
Thomas Arnst – NCO EVP, 
Human Resources. Mr. Arnst brings 
over 20 years of human resources, 
legal and administration experience 
to NCO. Mr. Arnst has worked with 
a number of diverse companies, 
including Ryder System, Safety-
Kleen, AmeriServe and RailTex, and 
has been actively involved in major 







 


 


April 12, 2012 
 


Page 19 


 
 


An NCO Government Services Submission of Qualifications 
Prepared for 


Nevada State Controller’s Office RFQ 2026  


Question Response 
transitions and mergers spanning all 
administrative functions. Mr. Arnst 
holds J.D. and LL.M. degrees from 
University of Miami Law School, as 
well as a B.B.A. from Florida 
Atlantic University Business School. 
 
John Cubbin – NCO EVP and 
CIO.  Mr. Cubbin brings over 30 
years of senior-level IT experience 
with Hewlett-Packard and 
Electronic Data Systems and 
Intergraph Corporation. Mr. Cubbin 
was responsible for some of 
Hewlett-Packard’s largest customers, 
including American Express, 
General Motors Manufacturing and 
Xerox.  He has spent much of the 
last 15 years focused on Enterprise 
Transformation Programs and 
Global Enterprise IT Deployments 
within major companies.  In 2003 
Mr Cubbin was the inaugural winner 
of EDS’ prestigious Chairman’s 
Award.  This award is given annually 
to an individual who best 
exemplifies the values of integrity, 
leadership and relationship 
development while delivering the 
highest value to the clients and the 
company.   He is Lean Six Sigma 
Green Belt certified.  Mr. Cubbin 
has served on the Board of 
Directors  for the non-profit 
organization  Friedreich’s Ataxia 
Research Alliance (FARA).  Mr. 
Cubbin attended Wayne State 
University and Lawrence Institute of 
Technology for undergraduate 
studies. 
 
Thomas Erhardt – NCO EVP and 
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Question Response 
CFO. Mr. Erhardt brings over 25 
years of senior finance and business 
experience with various companies 
around the world, including British 
Telecom, Hewlett-Packard and 
Electronic Data Systems. Mr. 
Erhardt’s career has included roles 
in the US, Europe and Asia.  He has 
experience in all aspects of finance 
and has spent numerous years 
engaged in the BPO divisions of 
these larger companies. Mr. Erhardt 
holds a BA from Michigan State 
University. 
 
Joshua Gindin, Esq. – NCO EVP 
and General Counsel. Mr. Gindin 
has been responsible for oversight 
of the corporate compliance 
department and NCO’s legal matters 
since 1998. He also manages integral 
company functions including 
licensing, insurance and bonding, 
complaint resolution, and audit 
processing. Under his management 
the department has taken on an 
industry leadership role, with legal 
interests spread across every U.S. 
jurisdiction and abroad. He has 
more than 20 years of experience as 
an attorney. Mr. Gindin holds a B.A. 
from Brandeis University and a J.D. 
from Temple University School of 
Law. 
 
Jack Jones – NCO EVP and COO. 
Mr. Jones spent the past 25 years at 
JPMorgan Chase, most recently as 
the Director of Global Solutions, the 
enterprise-wide offshoring and 
outsourcing group.  This team was 
comprised of over 35,000 employees 
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Question Response 
and contractor staff delivering 
services across the entire firm.  He 
also held several other senior 
management roles within JPMorgan 
Chase, including Credit Operations 
Executive of the Credit Card 
division.  Prior to JPMorgan Chase, 
he held management roles at 
Wachovia Bank in Philadelphia.  Mr. 
Jones is heavily involved in the 
global outsourcing business, 
including strong relationships with 
BPAP (Business Processing 
Association of the Philippines) and 
Nasscom (National Association of 
Software and Services Companies) 
in India.  He holds a Bachelor's 
degree in Business Management, and 
serves on several charitable boards, 
most notably as President of the 
Caitlin Robb Foundation, a pediatric 
cancer organization. 
 
John “Duffy” Campbell – NCO 
SVP, Sales & Marketing, and 
President, Global Sales & Marketing. 
Mr. Campbell has over 25 years of 
experience in the BPO industry in 
virtually every vertical industry, 
including financial services, 
healthcare, transportation, 
pharmaceuticals, government, 
education, wireless and technology. 
Mr. Campbell previously spent 25 
years at ICT, most recently as EVP, 
Global Sales and Marketing. Mr. 
Campbell holds a BA in Public 
Administration from West Chester 
University. 


Location of company headquarters: 507 Prudential Road 
Horsham, PA 19044 


Location(s) of the company offices: NCO Financial Systems, Inc. 
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Question Response 
 


Location(s) of the office that will provide 
the services described in this RFQ: 


10540 White Rock Road, Suite 250 
Rancho Cordova, CA 95670 


Number of employees located in Nevada 
[clarification; see also Attachment H, question 35] 
with the expertise to support the 
requirements identified in this RFQ: 


We have 37 employees in Nevada.  


Number of employees nationally with the 
expertise to support the requirements in this 
RFQ: 


At full capacity, the center can 
accommodate 165 work stations. 
The contact center currently has 112 
employees.  This office has over 25 
employees that can support the 
requirements of this RFQ. 


Location(s) from which employees will be 
assigned for this project: 


Rancho Cordova, California 


 


4.1.2 Please be advised, pursuant to NRS 80.010, incorporated companies 
must register with the State of Nevada, Secretary of State’s Office as a 
foreign corporation before a contract can be executed between the State of 
Nevada and the awarded vendor, unless specifically exempted by NRS 
80.015. 


NCO has registered with the State of Nevada.   


4.1.3 The selected vendor, prior to doing business in the State of Nevada, 
must be appropriately licensed by the State of Nevada, Secretary of State’s 
Office pursuant to NRS76.  Information regarding the Nevada Business 
License can be located at http://sos.state.nv.us.  


 
Question Response 


Nevada Business License 
Number: 


#CA10111, Exp.6/30/2012 


Legal Entity Name: NCO Group, Inc. 
 


Is “Legal Entity Name” the same name as vendor is doing business as? 


 
Yes  No X 


 
If “No”, provide explanation. 
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NCO Financial Systems, Inc. is a subsidiary of NCO Group, Inc. 


 
4.1.4 Vendors are cautioned that some services may contain licensing 
requirement(s).  Vendors shall be proactive in verification of these 
requirements prior to SOQ submittal.  SOQs that do not contain the 
requisite licensure may be deemed non-responsive. 


NCO has read and currently holds all of the appropriate licenses.  Please see Exhibit V of a 
copy of our Nevada State License.   


4.1.5 Has the vendor ever been engaged under contract by any State of 
Nevada agency? 


NCO, through our acquisition of OSI, was previously under contract with the State of Nevada 
Division of Purchasing.  The agencies having contracts under this RFP include the Nevada 
Department of Taxation and the Nevada Controller’s Office for debt collection services. 


 
Yes X No  


 
If “Yes”, complete the following table for each State agency for whom the 
work was performed.  Table can be duplicated for each contract being 
identified. 


 
Question Response 


Name of State agency: Controller’s Office 
State agency contact name: Mark Taylor 
Dates when services were 
performed: 


2002 to 2008 


Type of duties performed: Collection Services 
Total dollar value of the 
contract: 


Approximately $1.5 million 


 


Question Response 
Name of State agency: Department of Taxation 
State agency contact name: Dino Dicianno 
Dates when services were 
performed: 


2002 to 2008 


Type of duties performed: Collection Services 
Total dollar value of the 
contract: 


Approximately $200,000 
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4.1.6 Are you now or have you been within the last two (2) years an employee of the State 
of Nevada, or any of its agencies, departments, or divisions? 


 


Yes  No X 
 


If “Yes”, please explain when the employee is planning to render services, 
while on annual leave, compensatory time, or on their own time? 
 
If you employ (a) any person who is a current employee of an agency of the 
State of Nevada, or (b) any person who has been an employee of an agency 
of the State of Nevada within the past two (2) years, and if such person will 
be performing or producing the services which you will be contracted to 
provide under this contract, you must disclose the identity of each such 
person in your response to this RFQ, and specify the services that each 
person will be expected to perform. 


 


4.1.7 Disclosure of all alleged prior or ongoing contract failures, contract breaches, any 
civil or criminal litigation or investigation pending which involves the vendor or in which 
the vendor has been judged guilty or liable within the past six (6) years. 


 


Yes  No X* 


 
If “Yes”, please provide the following information.  Table can be 
duplicated for each issue being identified. 


 
Question Response 


Date of alleged contract failure 
or breach: 


None 


Parties involved: N/A 
Description of the contract 
failure, contract breach, 
litigation, or investigation, 
including the products or 


None 







 


 


April 12, 2012 
 


Page 25 


 
 


An NCO Government Services Submission of Qualifications 
Prepared for 


Nevada State Controller’s Office RFQ 2026  


Question Response 
services involved: 
Amount in controversy: None 
Resolution or current status of 
the dispute: 


None 


If the matter has resulted in a 
court case: 


Court Case Number 
N/A N/A 


Status of the litigation: N/A 
 
Debtor Litigation* 
 
Neither NCO nor its principals have been convicted of any criminal offense. NCO is not 
currently listed as sanctioned, debarred, excluded, or otherwise ineligible for participation in 
any federal program by any federal agency.  As noted in the table above, NCO has no 
contractual issues with clients within the last six (6) years. 


However, NCO is involved in legal proceedings with individual debtors in the course of 
conducting business. The majority of these matters are frivolous in nature and are filed by 
consumer attorneys to avoid payment of the underlying bills.  


Management believes that none of these proceedings will affect the financial condition, results 
of operations, or performance of work. It is the policy of NCO not to disclose particulars of 
lawsuits that may have been brought against us because of the sensitive nature of the 
information involved. Supporting our policy are the facts that: 


1. Disclosing information in this document would make sensitive information available to 
persons who do not have a need to know and thereby violate FDCPA third-party 
disclosure regulations and privacy laws. 


2. NCO is bound by certain mutual confidentiality agreements entered into as the result of 
settlements. Settlements are reached without admitting liability on the part of us and no 
negative inferences should be made as a result. Decisions to settle are based upon the 
costs of defending a lawsuit.  


All lawsuits are a matter of public record and may be researched in the jurisdictions where 
filed. NCO will provide specific information on individual lawsuits upon execution by the State 
of Nevada of a confidentiality agreement.  


If the State of Nevada requires additional clarification or information relative to lawsuits, they 
may contact: Joshua Gindin, Esq., Executive Vice President and General Counsel, at 800-220-
2274.  
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Company Background  


4.1.8 Company background/history and why vendor is qualified to provide the services 
described in this RFQ.  Limit response to no more than five (5) pages. 


 
Established in 1926 in Philadelphia, Pennsylvania, NCO Group, Inc.® (NCO) is the largest 
provider of accounts receivable management (ARM) services in the world.  
  
NCO, as now established in modern-day, was incorporated in 1986. The Barrist Corporation, 
which preceded the modern-day company, was incorporated on March 22, 1966. National 
Collection Office, which preceded The Barrist Corporation, was established in 1926. 


 
NCO is the leading global provider of business process outsourcing solutions, offering accounts 
receivable and customer relationship management services, as well as back office solutions. We 
have a diverse client base and provide services to many Fortune 500 companies. NCO also 
supports a broad spectrum of industries that include financial services, healthcare, retail and 
commercial, telecommunications, utility, education, and government services.  
 
Our reputation for success, financial stability, and a proven business model has made us the 
agency of choice for over 14,000 companies. 


Our clients place their trust in us as a solid business partner because of our financial stability, 
large client base, industry experience, leading technology, global presence, and diverse 
portfolio.  


With more than 86 years of skilled contact center experience and world-class, scalable platform 
technology that allow us to deliver superior performance and results at the lowest possible cost 
to clients, NCO is the outsourcing partner of choice.  


Government Experience 


NCO has more than 40 years of experience serving government entities of all sizes, from local 
municipalities to state governments to departments of the federal government. We recognize 
that government entities have high-performance standards based upon multiple factors: 
recovery rates, the ability to protect customer identity, information security, and professional 
interaction with the customer at all times. Failure in any one of these areas is simply not 
acceptable.  NCO Government Services is solely dedicated to partnering with and meeting the 
needs of public sector clients like the State’s. As one of the largest collectors of public sector 
receivables in the nation, NCO provides customized solutions to our clients in the government 
sector, including federal, state, and local government bodies. With a dedicated government 
services staff of highly trained employees, NCO has the facilities, personnel, technological 
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resources, and management expertise to implement best-in-class collections programs for the 
State.   


The map below shows NCO locations in blue that serve government clients. The states colored 
green are current state government clients of NCO.   


 


NCO’s broad and deep experience allows us to leverage innovative and best practices to cost-
effectively maximize performance results for the State of Tempe.  


NCO’s success in this competitive market is based on a track record of experience in delivering 
results by partnering with government clients to provide customized services to meet unique 
needs.  In 2010, government clients referred more than 7.5 million accounts totaling more than 
$2.5 billion to NCO for third-party collection services. This volume attests to the confidence 
that our clients have in our ability to recover funds in a timely and efficient manner that 
complies with applicable regulations.  
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Types of Government Receivables Collected 


NCO has direct relevant experience collecting the following debt types for government 
agencies. Debt types serviced by NCO include, but are not limited to: 


• Bad checks • Bridge, tunnel, and highway tolls 
• Business loans • Child support 
• Corporate taxes • County and state school taxes 
• Court ordered debt • Government overpayments 
• Credit card delinquencies 
• Health education loans and 


healthcare debts 


• Criminal cases 
• Highway and government property damages 
• Individual income taxes 


• Inspection Fees 
• Moving traffic violations  


• Lottery claims 
• Non-compliance fines, fees and sanctions  


• Parking tickets  • Permit and licensing fees  
• Sales and use taxes  • Statutory fines and fees  
• Student loans and tuition fees  • Unemployment insurance premiums  
• Utilities (sewer, water, electric) • Withholding taxes  


 
As demonstrated by the client listing on the following pages, NCO’s experience providing 
collection services for government clients is extensive.  


State Government Agencies  


Served by NCO 


Type(s) of Debt Collected by NCO 


Personal 
Income 


Tax 


Business 
Tax 


Court- 
Ordered 


Debts 


Other 


Debt 
Types 


California Department of Transportation     


Connecticut Department of Revenue     


Delaware Division of Revenue     


Florida Department of Revenue     


Georgia Department of Banking and Finance     


Georgia State Road and Tollway Authority     


Illinois State Toll Highway Authority (Tollway)     


Indiana Department of Revenue     


Iowa Department of Revenue     
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State Government Agencies  


Served by NCO 


Type(s) of Debt Collected by NCO 


Personal 
Income 


Tax 


Business 
Tax 


Court- 
Ordered 


Debts 


Other 


Debt 
Types 


Kansas Attorney General     


Kansas Department of Revenue     


Maine Revenue Services     


Maryland Centralized Collection Unit     


Maryland Department of Revenue     


Massachusetts Comptroller’s Office     


Minnesota Department of Revenue     


Missouri Department of Revenue     


Montana Department of Revenue     


Oklahoma Tax Commission     


Oregon Department of Administrative Services     


Oregon Judicial Department (serving 26 Districts 
and 37 Courts)     


Rhode Island Department of Revenue     


South Carolina Department of Revenue     


Tennessee Department of Finance and 
Administration     


Texas Comptrollers Office     


Texas Department of Transportation     


Utah Department of Revenue     


Utah Office of State Debt Collection     


Virginia, Commonwealth of     


West Virginia Department of Administration     


Wisconsin Department of Revenue     
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4.1.9 Length of time vendor has been providing services described in this RFQ to the 
public and/or private sector.  Please provide a brief description. 


NCO has more than 86 years providing to the private sector and over 40 years of experience 
serving government entities of all sizes, from local municipalities to state governments to 
departments of the federal government. 


4.1.10 Financial information and documentation to be included in Part IV [correction] 
(Confidential Information) of vendor’s response: 


 


Dun and Bradstreet Number  


Please see Part IV, “Confidential Information.”  


Federal Tax Identification Number 


Please see Part IV, “Confidential Information.”  
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Information in Response to Section 4.21 & 4.2.2 
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4.2 REFERENCES 


 
Vendors who submitted SOQs for the canceled RFQ 2016 may either submit new 
references, or they may contact the Purchasing Officer at (775) 684-0186 or 
cjanes@admin.nv.gov to have the references transferred from RFQ 2016 to RFQ 2026. 


 


4.2.1-4.2.6 : 


Please see Part IV, “Confidential Information.”  NCO contacted Colleen Janes to have the 
references transferred from RFQ 2016 to RFQ 2026. 
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Information in Response to Section 4.3.1.2 & 4.3.1.3  


 


Also includes response to 4.3.1.4-4.31.6 
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4.3 SUBCONTRACTOR INFORMATION 


 


4.3.1 Does this SOQ include the use of subcontractors? 


Yes ______    No X___ 


If “Yes”, vendor must: 


 


4.3.1.1 Identify specific subcontractors and the specific requirements of this RFQ for 
which each proposed subcontractor will perform services. 


NCO does not plan on utilizing subcontractors for this project. 
 
 
4.3.1.2 Provide the same information for any proposed subcontractors as requested in 
the Primary Vendor Information section. 


N/A. 


 


4.3.1.3 References as specified above must be provided for any proposed 
subcontractors. 


N/A. 


 


4.3.1.4 The State may require that the awarded vendor provide proof of payment to any 
subcontractors used for this project.  SOQs should include a plan by which, at the 
State’s request, the State will be notified of such payments. 


N/A. 


 


4.3.1.5 Primary vendor shall not allow any subcontractor to commence work until all 
insurance required of the subcontractor is provided to the using agency. 


 







 


 


April 12, 2012 
 


Page 35 


 
 


An NCO Government Services Submission of Qualifications 
Prepared for 


Nevada State Controller’s Office RFQ 2026  


N/A. 


4.3.1.6 Primary vendor must notify the using agency of the intended use of any 
subcontractors not identified within their response and receive agency approval prior to 
subcontractor commencing work.  


N/A. 






[image: ]An NCO Government Services Submission

 of Qualifications Prepared for

Nevada State Controller’s Office 



[bookmark: _Toc304288257]5. Cost Fees 

NCO typically charges a standard fee that is contingent upon successful collection of an account, and we strive to offer our clients a fair and equitable rate. This pricing structure enables NCO to provide our clients with the highest quality collectors, exceptional collection levels, superior customer service, and responsive technical support. Our rate further ensures our clients will have all the benefits of a full-service agency that will thoroughly work all accounts until paid-in-full or deemed uncollectible. NCO structures its rate to ensure our clients receive the highest return on their investment. All reports and communications are included in this pricing structure. 	Comment by kwenger: Legal Placements?  Open top vendor

		NCO Pricing for the State of Nevada – Controller’s Office



		Primary Placed Accounts



		Line Item

		*Total Recovery Amount

		Fee Proposed



		001

		up to $300.00

		17%	Comment by kwenger: Vendor fee Limits: less than 16.67% fo 



		002

		$300.01- $25,000.00

		15%



		003

		$25,000.01 and above

		12%



		Secondary Placed Accounts



		Line Item

		*Total Recovery Amount

		Fee Proposed



		001

		up to $300.00

		27%	Comment by kwenger: Less than 21.26



		002

		$300.01- $25,000.00

		25%



		003

		$25,000.01 and above

		22%



		Accounts Requiring Legal Action



		Line Item

		*Total Recovery Amount

		Fee Proposed



		001

		up to $300.00

		30%



		002

		$300.01- $25,000.00

		29%	Comment by kwenger:   Not to exceed 24.80%



		003

		$25,000.01 and above

		28%







*Please note that the rate tables provided above are based upon account balances at the time of assignment for collections. 
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ConServe 

The Collection Agency of Choice 


April 9, 2012 


Ms. Colleen Janes, Purchasing Officer 

State of Nevada Purchasing Division 

515 E. Musser Street, Suite 300 

Carson City, NY 89701 



Dear Ms. Janes: 


On behalf of the entire ConServe organization, we thank you for the opportunity and are pleased to present our 
response to RFQ No. 2026 Debt Collections to The State of Nevada. ConServe has more than 26 years of 
experience specializing in the collection of delinquent account receivables related to higher education and general 
consumer and commercial debts such as fines, loans, medical debts, grants and other general account receivables. 
Our respectful "debt counseling" approach, and commitment to compliance, information security and employee 
training, in combination with our state-of-the-art collection system has enabled ConServe to become one of the 
most successful and respected agencies in the industry today. 


By providing excellent collection services to Clients nationwide, and as the repeatedly ranked #1 Collection 
Agency for the U.S. Department ofEducation, ConServe continues to demonstrate our ability to understand and 
exceed the performance objectives of our Clients. While ConServe is not only an approved General Services 
Administrator (GSA) contractor we have made a commitment to meet and exceed government information 
security standards in accordance with the Federal Information Security Manage Act (FISMA). FISMA 
compliance requires adherence to numerous regulatory guidelines and requirements as described by the Federal 
Information Processing Standards (FIPS) and the National Institute of Standards and Technology (NIST) Special 
Publications . Through our ongoing monitoring and continued surveillance as required through our FISMA 
certification, ConServe continues to ensure all FISMA, NIST, OMB circulars and U.S. Department of Education 
specific security standards are met and validated on a regular basis. 


ConServe is confident that it can deliver on all objectives and provide tremendous value to The State of Nevada as 
a proven collection partner. This response and proposal for collection services includes our strategic approach in 
generating optimum recovery results, while ensuring compassion and sensitivity to debtors, and achieving 
maximum financial value for The State of Nevada. 


Any changes made from ConServe's SOQ response to RFQ No. 2016 has been made in red text throughout our 
response to RFQ No. 2026. 


We look forward to working with The State of Nevada to establish a successful business relationship. We urge 
you to speak with our references and invite you to visit our corporate headquarters for a first-hand experience with 
the professional culture at ConServe. 


Sincerely, 


Mark E. Davitt 
President 


200 Cross Keys Office Park. PO Box 7 • Fairpon, NY 14450-0007 • (800) 724-7500 • (585) 421-1000 • f: (585) 421-1028 
Email: salesinfo@conserve-arm.com • Web s ite: www.conserve-arm .com 



http:www.conserve-arm.com

mailto:salesinfo@conserve-arm.com






 


NEVADA STATE PURCHASING DIVISION 
Request for Qualifications 


MINIMUM QUALIFICATIONS 
No. 2026 


 
Continental  Service Group, Inc. 


 d/b/a:  ConServe 
 


200 CrossKeys Office Park 
Fairport, NY  14450 
FEIN:  16-1265131 


(800) 724-7500 (office) 
(585) 421-1028 (fax) 


 
Contact:  Robert Matter 


 Director of Business Development 
200 CrossKeys Office Park 


Fairport, NY  14450 
(585) 943-6917 


rmatter@conserve-arm.com 
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 PART 1: MINIMUM QUALIFICATIONS 
 
3.2.1 Registered and in good standing with the Nevada Secretary of State’s Office.  Include Certificate 


of Existence (evidence of good standing). 


ConServe has read and understands. A copy of ConServe’s Good Standing Certificate and Certificate of 
Existence can be found in “State Documents”.  


 
3.2.2 Information submitted in response to Section 4.1 will be scored on a pass/fail basis. 


ConServe has read and understands. 


 
3.2.3 References from Section 4.2 will be scored on a pass/fail basis. 


ConServe has read and understands. 


 


3.2.4 If proposing on the forensic portion of the Scope of Work, forensic project references will be 
scored on a pass/fail basis. 


ConServe has read and understands. 


 
3.2.5 Information submitted in response to Section 4.3 will be scored on a pass/fail basis. 
ConServe has read and understands. 
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4.1 VENDOR INFORMATION 
 
4.1.1 Vendors must provide a company profile in the table format below. 
 


Question Response 
Company name: Continental Service Group, Inc., d/b/a 


ConServe 
Ownership (sole proprietor, partnership, etc.): Corporation 
State of incorporation: New York 
Date of incorporation: September 12, 1985 
# of years in business: 26 years 
List of top officers: Mark E. Davitt, President 


Pamela Baird, General 
Counsel/Secretary 
Richard Klein, Chief Financial 
Officer/Treasurer 


Location of company headquarters: Fairport, NY 
Location(s) of the company offices: Fairport, NY & Depew, NY 
Location(s) of the office that will provide the 
services described in this RFQ: 


Fairport, NY 


Number of employees located in Nevada 
[clarification; see also Attachment H, question 
35]  with the expertise to support the 
requirements identified in this RFQ: 


0 


Number of employees nationally with the 
expertise to support the requirements in this 
RFQ: 


389 


Location(s) from which employees will be 
assigned for this project: 


Fairport, NY  


 
4.1.2 Please be advised


ConServe has read, understands and agrees to comply. Details on ConServe’s registration with the State 
of Nevada can be found in “State Documents”. 


, pursuant to NRS 80.010, incorporated companies must register with the State 
of Nevada, Secretary of State’s Office as a foreign corporation before a contract can be executed 
between the State of Nevada and the awarded vendor, unless specifically exempted by NRS 
80.015. 
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4.1.3 The selected vendor, prior to doing business in the State of Nevada, must be appropriately 
licensed by the State of Nevada, Secretary of State’s Office pursuant to NRS76.  Information 
regarding the Nevada Business License can be located at http://sos.state.nv.us.  


ConServe has read, understands and agrees to comply. Copies of ConServe’s Nevada Business License 
can be found in “State Documents”. 


 
Question Response 


Nevada Business License Number: Fairport, NY License: CA08132 
Depew, NY License: CAD10278 


Legal Entity Name: Continental Service Group, Inc. 
 


Is “Legal Entity Name” the same name as vendor is doing business as? 
 


Yes  No X 
 


If “No”, provide explanation. 


Vendor is doing business as: ConServe 
 


4.1.4 Vendors are cautioned that some services may contain licensing requirement(s).  Vendors shall 
be proactive in verification of these requirements prior to SOQ submittal.  SOQs that do not 
contain the requisite licensure may be deemed non-responsive. 


ConServe had read, understands and agrees to comply. 


 


4.1.5 Has the vendor ever been engaged under contract by any State of Nevada agency? 


Yes  No X 
 


If “Yes”, complete the following table for each State agency for whom the work was performed.  
Table can be duplicated for each contract being identified. 


 
Question Response 


Name of State agency: N/A 
State agency contact name: N/A 
Dates when services were 
performed: 


N/A 


Type of duties performed: N/A 
Total dollar value of the contract: N/A 



http://sos.state.nv.us/�
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4.1.6 Are you now or have you been within the last two (2) years an employee of the State of 
Nevada, or any of its agencies, departments, or divisions? 


 
Yes  No X 


 
If “Yes”, please explain when the employee is planning to render services, while on annual 
leave, compensatory time, or on their own time? 


 
If you employ (a) any person who is a current employee of an agency of the State of Nevada, or 
(b) any person who has been an employee of an agency of the State of Nevada within the past 
two (2) years, and if such person will be performing or producing the services which you will be 
contracted to provide under this contract, you must disclose the identity of each such person in 
your response to this RFQ, and specify the services that each person will be expected to perform. 


 


 
4.1.7 Disclosure of all alleged prior or ongoing contract failures, contract breaches, any civil or 


criminal litigation or investigation pending which involves the vendor or in which the vendor has 
been judged guilty or liable within the past six (6) years.  


There have been no contract failures, breaches, or any civil or criminal litigation or investigation which 
involves the vendor in which the vendor has been judged guilty or liable within the past (6) years.  


Yes  No X 


If “Yes”, please provide the following information.  Table can be duplicated for each issue being 
identified. 


Question Response 
Date of alleged contract failure or 
breach: 


N/A 


Parties involved: N/A 
Description of the contract failure, 
contract breach, litigation, or 
investigation, including the products 
or services involved: 


N/A 


Amount in controversy: N/A 
Resolution or current status of the 
dispute: 


N/A 


If the matter has resulted in a court 
case: 


Court Case Number 
N/A N/A 


Status of the litigation: N/A 
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4.1.8 Company background/history and why vendor is qualified to provide the services described in 
this RFQ.  Limit response to no more than five (5) pages. 


Company Overview 
Since 1985, ConServe has provided accounts receivable management services ranging from collection to 
administrative services for Companies, Financial Institutions, Non-Profits, and Government. ConServe 
has two production sites located in Fairport, New York and Buffalo, New York, with its Corporate 
Offices at the Fairport location. In addition to our experience gained on the U.S. Department of 
Education (ED) Contract, we provide services to a wide range of Clients with delinquent account 
receivables related to higher education and general consumer and commercial debts such as fines, loans, 
medical debts, grants and other general account receivables. ConServe is also an approved General 
Services Administrator (GSA) contractor. 


ConServe has a made a commitment to meet and exceed government information security standards in 
accordance with the Federal Information Security Manage Act (FISMA).  FISMA compliance requires 
adherence to numerous regulatory guidelines and requirements as described by the Federal Information 
Processing Standards (FIPS) and the National Institute of Standards and Technology (NIST) Special 
Publications.  


Today, through our ongoing monitoring and continued surveillance as required through our FISMA 
certification, ConServe continues to ensure all FISMA, NIST, OMB circulars and U.S. Department of 
Education specific security standards are met and validated on a regular basis. 


Ownership  
All ConServe corporate stock is privately held.  The 100%-shareholder is the company President and 
founder, Mark E. Davitt.   


Mission Statement 
ConServe is dedicated to satisfying the needs of its Clients in a manner consistent with improving the 
human condition, and that will foster the development of long-term, profitable business relationships 
with our Clients, our employees, our vendors, and the community as a whole. 


Collection Philosophy 
ConServe’s success in recovering on defaulted loans pivots around our philosophy to develop win-win 
scenarios for both our Clients and the borrowers.  Our debt counselors are real time problem solvers, 
dedicated to helping borrowers find solutions that preserve a sense of control and individual self-
esteem.  By combining this personalized, human-centered approach with diligent and methodical follow-
up systems, we have been able to consistently achieve the highest recovery rates. 


  







 Response to RFP: Minimum Qualifications, No. 2026  
Prepared by ConServe 


  


Prepared For: Nevada State Purchasing Division  


Page 7 


Ability to Provide Services 
ConServe has invested significant resources to position itself as a leading and trusted accounts 
receivable management company.  As a General Services Administration (GSA) certified agency, 
ConServe has demonstrated our financial strength as well as our ability to perform at a premier level.  
ConServe has repeatedly been ranked as a #1 performer by the U.S. Department of Education and fully 
complies with complex Federal contracting and security requirements and has demonstrated proven 
long-term results in collecting debts owed to the Federal Government. ConServe is a qualified, 
performance driven, compliant, and proficient collection agency and we are determined to be a major 
competitive influence for the State of Nevada.   


ConServe has in place the functions to perform all duties in coordination with The State of Nevada 
contract personnel: 


 Administrative and Collection Office located in Fairport, NY that has the staff that will be dedicated 
exclusively to the collection and resolution of the State of Nevada assigned accounts.   


 Systems and technology to accept and return any volume of account data for collections in the 
specified formats provided by the State of Nevada. 


 Computer software and hardware that accepts and accommodates data on all State of Nevada 
accounts, is updated on a daily basis, and provides information, reports and data exchanges.   


 Policies and procedures that fully comply with security requirements, as demonstrated by achieving 
and maintaining our FISMA Certification Authority to Operate with The U.S. Department of 
Education.   


 Comprehensive training program designed specifically for Federal Government compliance, location 
and recoveries. 


 Performance of all activities in strict adherence with all applicable federal and state laws and 
regulations in a professional, efficient and courteous manner.   


 Skip tracing methods that will enable ConServe to locate and contact State of Nevada debtors to 
resolve their debt through full repayment or other methods permitted under this award, including 
approved Payment Plans, Administrative Wage Garnishment and Litigation through the U.S. 
Department of Justice as based upon requirements established by the State of Nevada.  


These same services and objectives are both scalable and sustainable to not only continue our 
performance on our existing Federal Contracts, but they are also designed to exceed the expectations of 
The State of Nevada on this contract for Debt Collection Services as well. 


 


4.1.9 Length of time vendor has been providing services described in this RFQ to the public 
and/or private sector.  Please provide a brief description. 


ConServe has more than 26 years of experience in the public and private sector specializing in the 
collection of delinquent account receivables related to higher education and general consumer debts 
such as fines, loans, medical debts, grants and other general account receivables.  
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4.2 REFERENCES 
Vendors who submitted SOQs for the canceled RFQ 2016 may either submit new references, or they 
may contact the Purchasing Officer at (775) 684-0186 or cjanes@admin.nv.gov to have the references 
transferred from RFQ 2016 to RFQ 2026. 


ConServe has contacted the Purchasing Officer to have references transferred from RFQ 2016 to RFQ 
2026. 


 


4.2.1 Vendors should provide a minimum of three (3) business references from similar projects 
performed for private, state and/or large local government clients within the last three (3) years.  
If proposing on the forensic debt collections portion of the Scope of Work, vendors must also 
include three (3) more references specific to forensic type services rendered. 


ConServe has read, understands and agrees to comply. References for similar projects performed 
for private, state and/or large government Clients can be found below. 


 


4.2.2 Vendors must provide the following information for every business reference provided by the 
vendor and/or subcontractor: 


 
The “Company Name” must be the name of the proposing vendor or the vendor’s proposed 
subcontractor.   


 
Reference #: U.S. Department of Education 
Company Name: Continental Service Group, Inc., d/b/a ConServe 
Identify role company will have for this RFQ project (check one): 
 
X Vendor     Subcontractor 


 
Project Name: RFQ No. 2016 Debt Collections 


Primary Contact Information 
Name: Lawannah Howell 
Street Address: 61 South Forsythe Street, Suite  18T39A 
City, State, Zip Atlanta, GA 30303 
Phone, including area code: (404) 974-9243 
Facsimile, including area code: (404) 974-9325 
Email address: lawannah.howell@ed.gov 


Alternate Contact Information 
Name: Dwight Vigna – Project Manager 
Street Address: 830 First Street NE, Suite 91F3 



mailto:cjanes@admin.nv.gov�
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City, State, Zip Washington D.C. 20202 
Phone, including area code: (202) 377-3436 
Facsimile, including area code: --- 
Email address: dwight.vigna@ed.gov 


Project Information 
Brief description of the project/contract and 
description of services performed, including 
technical environment (i.e., software 
applications, data communications, etc.) if 
applicable: 


2004 – 2009 Student Loan Small Business 
Collection Contract 
2009 – 2014 Unrestricted Student Loan 
Collection Contract 
 
ConServe was ranked #1 contract to date by ED at 
the end of the 2004 contract in 2009. On January 
8, 2009, ConServe's premiere performance was 
recognized as we were promoted to the highly 
coveted "unrestricted" student loan collection 
contract. 
 
Through the last evaluation period recorded by 
ED,  ending June 30, 2011, Contract to Date on 
the 2009 contract ConServe has achieved a 4th


 


 
place ranking out of 17 unrestricted 
contractors.   


ED is currently going through a conversion to a 
new operating system.  ConServe is working 
closely with the Department to assist in 
validating and ensuring Data integrity.  Once 
the conversion is completed ConServe is poised 
to move into third place contract to date, once 
the new performance numbers are released after 
the conversion.   
 
One of the primary requirements under our 2009 
contract, was that ConServe had to obtain 
Certification and Accreditation in accordance 
with the Federal Information Security 
Management Act (FISMA), OMB Circular A-
123, A-127and A-130, National Institute of 
Standards and Technology (NIST), Special 
Publications (SP) 800-37 and 800-53, the Federal 
Information Processing Standards Publication 
(FIPS) as well as the ED Handbook for 
Information Technology Security Certification 



mailto:dwight.vigna@ed.gov�
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and Accreditation Procedures. Through 
ConServe’s ongoing monitoring and continued 
surveillance as required through our FISMA 
Certification, ConServe continues to ensure all 
FISMA, NIST, OMB circulars and ED specific 
security standards are met and validated on a 
regular basis. 


Original Project/Contract Start Date: November 2009 
Original Project/Contract End Date: November 2014 
Original Project/Contract Value: Contingency Fee based upon recovery 
Final Project/Contract Date: November 2014 
Was project/contract completed in time 
originally allotted, and if not, why not? 


N/A 


Was project/contract completed within or 
under the original budget/ cost proposal, 
and if not, why not? 


N/A 
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Reference #: New York Higher Education Services Corporation (HESC) 
Company Name: Continental Service Group, Inc., d/b/a ConServe 
Identify role company will have for this RFQ project (check one): 
 
X Vendor     Subcontractor 
Project Name: RFQ No. 2016 Debt Collections 


Primary Contact Information 
Name: Ann Murray 
Street Address: 99 Washington Avenue 
City, State, Zip Albany, NY  12255 
Phone, including area code: (518) 402-1413 
Facsimile, including area code: (518) 402-1527 
Email address: ann.murray@hesc.com 


Alternate Contact Information 
Name: Don Dugan 
Street Address: 99 Washington Avenue 
City, State, Zip Albany, NY  12255 
Phone, including area code: (518) 402-1210 
Facsimile, including area code: (518) 402-1499 
Email address: ddugan@hesc.com 


Project Information 
Brief description of the 
project/contract and description of 
services performed, including 
technical environment (i.e., software 
applications, data communications, 
etc.) if applicable: 


       Collection services for Federal Family Education 
Loans (FFEL), state sponsored and supported loans, 
and private loans. 
       HESC is similar to U.S. Department of 
Education’s requirements for training, system 
interfaces, security and approval process of notices 
and procedures. The most recent scorecard received 
from HESC through April 2011, ConServe ranked #1. 


Original Project/Contract Start Date: June 2010 
Original Project/Contract End Date: June 2014 
Original Project/Contract Value: Contingency Fee based upon recovery 
Final Project/Contract Date: June 2014 
Was project/contract completed in 
time originally allotted, and if not, 
why not? 


N/A 


Was project/contract completed 
within or under the original budget/ 
cost proposal, and if not, why not? 


N/A 
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Reference #: State University of New York (SUNY) 
Company Name: Continental Service Group, Inc., d/b/a ConServe 
Identify role company will have for this RFQ project (check one): 
 
X Vendor     Subcontractor 
Project Name: RFQ No. 2016 Debt Collections 


Primary Contact Information 
Name: Maria Livolsi 
Street Address: 5 University Place 
City, State, Zip Rensselaer, NY 12144 
Phone, including area code: (518) 525-2628 
Facsimile, including area code: (518) 525-2600 
Email address: mlivolsi@albany.edu 


Alternate Contact Information 
Name: Chris Whalen 
Street Address: 5 University Place 
City, State, Zip Rensselaer, NY 12144 
Phone, including area code: (518) 525-2628 
Facsimile, including area code: (518) 525-2600 
Email address: cwhalen@albany.edu 


Project Information 
Brief description of the 
project/contract and description of 
services performed, including 
technical environment (i.e., software 
applications, data communications, 
etc.) if applicable: 


Collection Services for delinquent Federal campus-
based student loans and educational receivable past 
due accounts. 
 
The SUNY Student Loan Service Center manages 29 
SUNY campuses throughout the State of New York, 
providing a broad range of diverse debts referred by 
SUNY. These different debt types require specific 
handling, including limitation of the amount of 
collection costs that can be added to the debt as 
restricted by certain state or local laws.  
 
ConServe provides in-depth skip tracing and location 
process to contact student debtors for payment of 
debts owed to SUNY. Our effective skip tracing 
solution has enabled ConServe to be a top performer 
for SUNY. 


Original Project/Contract Start Date: June 2010 
Original Project/Contract End Date: June 2015 



mailto:cwhalen@albany.edu�
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Original Project/Contract Value: Contingency Fee based upon recovery 
Final Project/Contract Date: June 2015 
Was project/contract completed in 
time originally allotted, and if not, 
why not? 


N/A 


Was project/contract completed 
within or under the original budget/ 
cost proposal, and if not, why not? 


N/A 
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Reference #: Florida State University System - University of South Florida 
Company Name: Continental Service Group, Inc., d/b/a ConServe 
Identify role company will have for this RFQ project (check one): 
 
X Vendor     Subcontractor 


 
Project Name: RFQ No. 2016 Debt Collections 


Primary Contact Information 
Name: Glen Yeater 
Street Address: 4202 East Flowler Avenue 
City, State, Zip Tampa, FL  33620 
Phone, including area code: (813) 974-3859 
Facsimile, including area code: (813) 974-4847 
Email address: gyeater@admin.usf.edu 


Alternate Contact Information 
Name: Jimmy Acevedo 
Street Address: 4202 East Flowler Avenue 
City, State, Zip Tampa, FL  33620 
Phone, including area code: (813) 974-6029 
Facsimile, including area code: (813) 974-4847 
Email address: jacevedo@admin.usf.edu 


Project Information 
Brief description of the 
project/contract and description of 
services performed, including 
technical environment (i.e., software 
applications, data communications, 
etc.) if applicable: 


Collection Services for delinquent Federal campus-
based student loans and educational receivable past 
due accounts. 
 
Out of the five collection agencies the university of 
South Florida utilizes, ConServe ranks #1 in overall 
collection recovery. 


Original Project/Contract Start Date: July 1999 
Original Project/Contract End Date: July 2018 
Original Project/Contract Value: Contingency Fee based upon recovery 
Final Project/Contract Date: July 2018 
Was project/contract completed in 
time originally allotted, and if not, 
why not? 


N/A 


Was project/contract completed 
within or under the original budget/ 
cost proposal, and if not, why not? 


N/A 
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Reference #: California State University System – California State University 
Fullerton 


Company Name: Continental Service Group, Inc., d/b/a ConServe 
Identify role company will have for this RFQ project (check one): 
 
X Vendor     Subcontractor 


 
Project Name: RFQ No. 2016 Debt Collections 


Primary Contact Information 
Name: Joyce Cross 
Street Address: 800 N. State College Blvd. 
City, State, Zip Fullerton, CA 92831 
Phone, including area code: (657) 278-3656 
Facsimile, including area code: (657) 278-1156 
Email address: jcross@fullerton.edu 


Alternate Contact Information 
Name: Maki Mangoaela 
Street Address: 800 N. State College Blvd. 
City, State, Zip Fullerton, CA 92831 
Phone, including area code: (657) 278-4747 
Facsimile, including area code: (657) 278-8082 
Email address: mmangoaela@fullerton.edu 


Project Information 
Brief description of the 
project/contract and description of 
services performed, including 
technical environment (i.e., software 
applications, data communications, 
etc.) if applicable: 


Collection Services for delinquent Federal campus-
based student loans and educational receivable past 
due accounts. 
 
 


Original Project/Contract Start Date: October 2009 
Original Project/Contract End Date: June 2013 
Original Project/Contract Value: Contingency Fee based upon recovery 
Final Project/Contract Date: June 2013 
Was project/contract completed in 
time originally allotted, and if not, 
why not? 


N/A 


Was project/contract completed 
within or under the original budget/ 
cost proposal, and if not, why not? 


N/A 



mailto:jcross@fullerton.edu�

mailto:mmangoaela@fullerton.edu�
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4.2.3 Vendors must also submit Attachment E, Reference Questionnaire to the business references that 
are identified in Section 4.2.2.  


ConServe has read, understands and agrees to comply. 


 


4.2.4 The company identified as the business references must submit the Reference Questionnaire 
directly to the Purchasing Division. 


ConServe has read, understands and agrees to comply. 


 
4.2.5 It is the vendor’s responsibility to ensure that completed forms are received by the Purchasing 


Division on or before the deadline as specified in Section 7.2, RFQ Timeline for inclusion in the 
evaluation process.  Reference Questionnaires not received, or not complete, may adversely 
affect the vendor’s score in the evaluation process.   


ConServe has read, understands and agrees to comply. 


 


4.2.6 The State reserves the right to contact and verify any and all references listed regarding the 
quality and degree of satisfaction for such performance. 


ConServe has read and understands. 
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4.3 SUBCONTRACTOR INFORMATION 
 
4.3.1 Does this SOQ include the use of subcontractors? 
 


Yes ______    No __X___  
 


  If “Yes”, vendor must: 
 
4.3.1.1 Identify specific subcontractors and the specific requirements of this RFQ for which each 


proposed subcontractor will perform services. 


All of ConServe’s collection services are performed in house and we do not subcontract. 


 
4.3.1.2 Provide the same information for any proposed subcontractors as requested in the Primary 


Vendor Information section. 


All of ConServe’s collection services are performed in house and we do not subcontract. 


 
4.3.1.3 References as specified above must be provided for any proposed subcontractors. 


All of ConServe’s collection services are performed in house and we do not subcontract. 
 
4.3.1.4 The State may require that the awarded vendor provide proof of payment to any subcontractors 


used for this project.  SOQs should include a plan by which, at the State’s request, the State will 
be notified of such payments. 


All of ConServe’s collection services are performed in house and we do not subcontract. 


 
4.3.1.5 Primary vendor shall not allow any subcontractor to commence work until all insurance required 


of the subcontractor is provided to the using agency. 


All of ConServe’s collection services are performed in house and we do not subcontract. 


 
4.3.1.6 Primary vendor must notify the using agency of the intended use of any subcontractors not 


identified within their response and receive agency approval prior to subcontractor commencing 
work.  


All of ConServe’s collection services are performed in house and we do not subcontract. 
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State of Nevada Brian Sandoval 
Depallment of Administration Governor 
Purchasing Di vision 
515 E. Musser Street, Suite 300 Greg Smith 
Carson City, NY 89701 Administrator 


Division of Purchasing 


Request For Qualifications No. 2026 


for 


DEBT COLLECTIONS 


Release Date: March 15,2012 

Deadline for First Round SubrrUs. ion and Opening Date and Time: April 12,2012 @ 2:00 p.m. 



For additional information, please contact: 

Colleen G. Janes, Purchasing Officer 



cjanes@adrnin.nv.goy 

(775) 684-0186 



(TTY for the Deaf and Hard of Hearing: 1-800-326-6868. 

Ask the relay agent to dial 1-775-684-0186N.) 



Contact Information 


This document must be submitted in the "State 

Documents" section/tab of Part I. 



Refer to Section 7 for instructions on submitting Statements of Qualifications. 


Company Name Contjnental Servjce Group, Inc, d/b/a ConServe 


Address 200 CrossKeys Office Park City Fairport State NY Zip ]4450 


Telephone (-.80() ....l.7.L,2""'4=--7L-Sll.OOL-.______ __ Fax (58.5l ....4oL.2....Ll=--luO.u.2:..£8>--__________ 



E-Mail Address: aeick@conserve-arm com 



Any prices and/or budgets contained in this SOQ are subject to acceptance within..l.2Ocalendar days. 



LL


contactPerson~~-U~ 
Print Name & Title Ashley Eick, Marketing Coordinator 
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Amendments 
 







ALL ELSE REMAINS THE SAME FOR RFO 2026. 



Vendor shall sign and return this amendment with proposal submitted. 


NAME OF VENDOR 



AUTHORIZED 
SIGNATURE 


Continental Service Group, Inc., d/b/a ConServe 


President DATE if Ib It z-TITLE 
~~~,~-----------------


RFQ 2026 Amendment 1 


This document must be submitted in the "State 

Documents" section/tab of vendors ' technical proposal 



Amendment 1 RFQ2026 Page 4 of4 







 
 


Attachments 
 







A ttachment A 

CONFIDENTIALITY OF SOQS AND 



CERTIFICATION OF INDEMNIFICATION 



Submitted SOQs, which are marked "confidential" in their entirety, or those in which a significant 
portion of the submitted qualification is marked "confidential" will not be accepted by the State of 
Nevada. Pursuant to NRS 333.333, only specific parts of the qualification may be labeled a "trade 
secret" as defined in NRS 600A.030(S). All SOQs are confidential until the contract is awarded; at 
which time, both successful and unsuccessful vendors' technical and cost SOQs become public 
information. In accordance with the Submittal Instructions of this document, vendors are requested to 
submit confidential information in a separate envelope or binder marked "confidential." 


The State will not be responsible for any information contained within the qualification should vendors 
not comply with the labeling and packing requirements, SOQs will be released as submitted. In the 
event a governing board acts as the final authority, there may be public discussion regarding the 
submitted SOQs that will be in an open meeting format, the SOOs will remain confidential. 


By signing below, I understand it is my responsibility as the vendor to act in protection of the labeled 
information and agree to defend and indemnify the State of Nevada for honoring such designation. I 
duly realize failure to so act will constitute a complete waiver and all submitted information will become 
public information; additionally, failure to label any information that is released by the State shall 
constitute a complete waiver of any and all claims for damages caused by the release of the information. 


This qualification contains either Confidential Information, Trade Secrets and/or Proprietary information 
as defined in Section 2 "ACRONYMSIDEFINITIONS." 


YES X 


NO_____ 


SIGNATURE ~~I~' 

Dale IPrimary Vendor 


PRINT NAME Mark E Davitt, President 
Primary Vendor 


This document must be submitted in the "State 

Documents" section/tab of Part I. 
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Attachment B 

CERTIFICATION OF COMPLIANCE WITH 



TERMS AND CONDITIONS OF RFQ 



I have read, understand and agree to comply with the terms and conditions specified in this Request for 
Qualifications. 


Checking "YES" indicates acceptance of all terms and conditions, while checking "NO" denotes non
acceptance and vendor's exceptions should be detailed below. In order for any exceptions to be 
considered they MUST be documented. 


YES ---'x~_ I agree. NO ___ Exceptions below: 


SIGNATURE !h~f2f~~. 

Primary Vendor Date 


PRINT NAME Mark E Davjtt, President 
Primary Vendor 


EXCEPTION SUMMARY FORM 
RFQSECTION RFQPAGE EXCEPTION 
NUMBER NUMBER (PROVIDE A DETAILED EXPLANATION) 


Attach additional sheets If necessary. Please use thIS format. 


This document must be submitted in the "State 

Documents" section/tab of Part I. 
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Attachment F 


 


FEDERAL CLAUSES & CERTIFICATES 


 


 
The following is a list of Federal Laws and Authorities with which the awarded vendor will be required 


to comply. 


 


ENVIRONMENTAL: 


 


1. Clean Air Act, 42 U.S.C. 7506(c) 


2. Safe Drinking Water Act, Section 1424(e), PL 92-523, as amended 


ECONOMIC: 


1. Demonstration Cities and Metropolitan Development Act of 1966, PL 89-754, as amended 


2. Section 306 of the Clean Air Act and Section 508 of the Clean Water Act, including Executive 


Order 11738, Administration of the Clean Air Act and the Federal Water Pollution Control Act 


with Respect to Federal Contracts, Grants or Loans 


SOCIAL LEGISLATION 


1. Age Discrimination Act, PL 94-135 


2. Civil Rights Act of 1964, PL 88-352 


3. Section 13 of PL 92-500; Prohibition against sex discrimination under the Federal Water 


Pollution Control Act 


4. Executive Order 11246, Equal Employment Opportunity 


5. Executive Orders 11625 and 12138, Women’s and Minority Business Enterprise 


6. Rehabilitation Act of 1973, PL 93, 112 


MISCELLANEOUS AUTHORITY: 


1. Uniform Relocation and Real Property Acquisition Policies Act of 1970, PL 91-646 


Executive Order 12549 – Debarment and Suspension 


 







CERTIFICA TIONS REGARDING LOBBYING 



Certification for Contracts, Grants, Loans, and Cooperative Agreements 


The undersigned certifies, to the best of his or her knowledge and belief, that: 


(1) 	 No Federal appropriated funds have been paid or will be paid, by or on behalf of the undersigned, to any 
person for influencing or attempting to influence an officer or employee of any agency, a Member of 
Congress, an officer or employee of Congress, or an employee of a Member of Congress in connection 
with the awarding of any Federal contract, the making of any Federal grant, the making of any Federal 
loan, the entering into of any cooperative agreement, and the extension, continuation, renewal, 
amendment, or modification of any Federal contract, grant, loan, or cooperative agreement. 


(2) 	 If any funds other than Federally appropriated funds have been paid or will be paid to any person for 
influencing or attempting to influence an officer or employee of any agency, a Member of Congress, an 
officer or employee of Congress, or an employee of a Member of Congress in connection with this 
Federal contract, grant, loan, or cooperative agreement, the undersigned shall complete and submit 
Standard Form-LLL, "Disclosure of Lobbying Activities," in accordance with its instructions. 


(3) 	 The undersigned shall require that the language of this certification be included in the award documents 
for all sub awards at all tiers (including subcontracts, sub grants, and contracts under grants, loans, and 
cooperative agreements) and that all sub recipients shall certify and disclose accordingly. 


This certification is a material representation of fact upon which reliance was placed when this transaction was 
made or entered into. Submission of this certification is a prerequisite for making or entering into this transaction 
imposed by section 1352, U.S. Code. Any person who fails to file the required certification shall be subject to a 
civil penalty of not less than $10,000 and not more than $100,000 for each such failure. 


By: th~~~, 
Signature of Official Au~horized to Sign Application 	 Date 


For: 	 Continental Service Group, Inc., d/b/a ConServe 
Vendor Name 


Request for Qualifications No. 2026, Debt collections 
Project Title 


This lobbying certificate must be submitted in the "State Documents" section/tab of Part I. 
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Commercial Crime Policy
Policy Number  104905918


Insured By Travelers


Obtained through ACA International


Period Covered March 1, 2012 to November 1, 2012


Coverage
Single loss  -  


Limit of Insurance Single Loss Retention Premium


Fidelity


Employee Theft $4,000,000.00 $40,000.00


ERISA Fidelity $4,000,000.00 $0.00


Employee Theft of Client Property $1,000,000.00 $10,000.00


Forgery or Alteration $25,000.00 $500.00


On Premises $10,000.00 $500.00


In Transit $10,000.00 $500.00


Money Orders and countfeit money $10,000.00 $500.00


Computer Crime


Computer Fraud $25,000.00 $500.00


Computer Program & Electronic Data 


Restoration Expense $25,000.00 $500.00


Funds Transfer Fraud $25,000.00 $500.00


Personal Accounts Protection


Personal accounts Forgery and 


Alteration $25,000.00 $500.00


Identity Fraud Expense Reimbursement $25,000.00 $0.00


Claim expense $10,000.00 $0.00


Policy Aggregate Limit of Insurance is Not Applicable


10,410.00$    


Errors & Ommissions Liability including Personal Injury
Policy Number  105522165


Insured By Travelers Casualty & Surety


Obtained through ACA International


Period Covered November 1, 2011 to November 1, 2012


Coverage Limit of Liability Deductible per Claim Premium


E&O and includes Employers Vicarious 


Liability, Truth-in-lending and Co-


insurance Amendatory $2,000,000.00 $25,000.00


Per Claim and Aggregate per Year 57,156.00$    


ConServe Insurance Summary of Coverages







Page 2


General Liability Insurance (Spectrum)
Policy Number  01SBAAJ6541


Insured By Hartford Casualty


Obtained through First Niagara


Period Covered January 1, 2012 to January 1, 2013


Limits Deductible Premium
Business Personal Property $2,900.00 $500.00


General Coverages


Liability and Medical Expenses $1,000,000.00


Damage to rented Premise $500,000.00


Medical Expense (any one person) $10,000.00


Each occurrence $1,000,000.00


Personal and Advertising Injury $1,000,000.00


Identity Recovery Coverage $15,000.00


Hazardous Substances $50,000.00


Expediting Expenses $50,000.00


General Aggregate $2,000,000.00


Products/Completed Ops Aggregate $2,000,000.00


Business Personal Property $1,191,300.00 $500.00


Tenants Improvements & Betterments $155,000.00


Off Premises Utility Services $10,000.00


Business Income/Extra Expense *12 month Actual Loss Sustained, Equipment included


Excess Umbrella Liability
Each Occurrence $5,000,000.00


Aggregate $5,000,000.00


Products/Completed Ops Aggregate $5,000,000.00


Bodily Injury by Disease Aggregate $5,000,000.00


Retained Limit $10,000.00 330.00$         
Fire Fee 17.30$           
Terrorism 48.00$           


Total Package Premium 24,624.00$    


Business Automobile Liability
Policy Number  01UECGE9108


Insured By Sentinel Insurance Company, LTD ( The Hartford)


Obtained through First Niagara Risk Management, Inc.


Period Covered January 1, 2012 to January 1, 2013


Limits Deductible
Combined Single limit $1,000,000.00 $0.00


Medical Payments $10,000.00


PIP Basic Economic Loss $50,000.00


PIP No Fault Benefit-Aggregate $50,000.00


Un-Insured/Under-Insured Motorists $1,000,000.00


Comprehensive $75,000.00 $500.00


Collision $75,000.00 $500.00


Hired or Borrowed Auto - Included $1,000,000.00


Vehicle Policy 2,209.00$      
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Computers
Policy Number  01-MSFGE8970-0K1


Insured By Hartford Fire Insurance Company


Obtained through First Niagara Risk Management, Inc.


Period Covered January 1, 2012 to January 1, 2013


Limits Deductible
Equipment/Hardware owned 0.335 x $1,000,000.00 $1,000.00 3,350.00$      
Media/data Software     0.335 x $320,191.00 1,073.00$      
Transit - Laptop coverage


Extra Expense & Expediting Expense


Additional Business Income


Transit and Off Premises  0.335 x $50,000.00 167.00$         
Fire Fee       3,350 x .0125= 20.94$           
Terrorism-Inland Marine $4,590 x 3%= 138.00$         


Total Package 4,748.94$      


Workers Compensation and Employee Liability
Policy Number  01WECNS9126


Insured By The Hartford *** note each state has specific co.:


Hartford Underwriters Insurance Co.: GA, WI, MO, 


Twin City Fire Insurance Company: NY, LA, WA


Hartford Fire Insurance Co.: CA


Obtained through  First Niagara Risk Management, Inc.


Period Covered January 1, 2012 to January 1, 2013


Bodily Injury by Accident-ea. accident $500,000.00


Bodily Injury by Disease-ea. accident $500,000.00


Bodily Injury by Disease -policy limit $500,000.00


Classifications: Payrolls Rates Premiums
GA


8742-Salespersons 110,000$              0.54 $594.00
Total Class Premium $594.00
Increased Limits Part Two (9807) 1.9% $11.00
Total Premium Subject to Experience Modification $605.00
Interstate Experience Modification 917328 0.89


Premium Adjusted by App of Ex. Mod. $538.00
Total Estimated Annual Standard Premium $538.00
Premium Discount ($49.00)
Foreign Terrorism $22.00
Catastrophe 115,500$              0.2 $22.00
Total Estimated Annual Premium $533.00


NY
8742-Salespersons $510,000.00 0.47 $2,397.00
8809-Executive Officers 285,000.00 0.25 713.00
8810-Clerical 12,700.00 0.22 27,940.00
Total Class Premium 807,700.00 31,050.00
Total Premium Subject to Experience Mod. 31,050.00
Interstate Experience Mod 0.89
Premium Adjusted by App of Ex. Mod. 27,635.00
Total Estimated Annual Standard Premium 27,635.00
Premium Discount 9.1% -2,515.00
New York State Assessment 18.10% 6,468.00
Terrorism 13,495.00 0.05 6,748.00
Catasrophe 13,495.00 0.01 1,350.00
Estimated Annual Premium NY 39,686.00
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WI
8742-Salespersons 100,000.00 0.79 790.00
Increased Limits 13.00
Premium subjetct to Interstate Experience Mod 803.00
Interstate Experience Modification 0.89
Premium Adjusted By App of Ex. Mod. 715.00
Total Estimated Annual Standard Premium 715.00
Premium Discount -24.00
Expense Constant 220.00
Terrorism 105,000.00 0.02 20.00
Catastrophe 105,000.00 0.01 10.00
Estimated Annual Premium WI 941.00


MO
8742-Salespersons 72,100.00 0.47 339.00
Total Class Premium 339.00
Increased Limits 2.00
Total Premium Subject to Experience Mod 341.00
Interstate Experience Mod 1.03 0.89
Premium Adjusted by Application of Ex. Mod. 303.00
Premium Discount 2.9% -9.00
Missouri Surcharge 3.0% 9.00
Terrorism 7.00
Estimated Annual Premium MO 310.00


LA 8742 Salesperson 105,600.00 0.76 803.00
Total Class Premium 803.00
Increased Limited Part Two 1.70% 14.00
To Equal Increased Limits Minimum Premium 60.00
Total Premium Subject to Experience Mod 877.00
Interstate Experience Modification 0.89
Premium Adjusted by Application of Ex. Mod. 781.00
Total Estimated Annual Standard Premium 781.00
Premium Discount 2.9% 23.00
Terrorism 104,000.00 0.02 21.00
Catastrophe 104,000.00 0.20 21.00
Total Estimated Annual Premium 800.00


CA 8742 Salesperson $110,000.00 0.79 869.00
Total Class Premium 869.00
CA Unisured Employer Benefits Trust Fund 4.00
CA Subsequent Injury Benefits Trust Fund 4.00
CA Occupany Safety and Heath Fund 2.00
CA Labor Enforcement and Compliance Fund 2.00
Premium Discount -25.00
Terrorism 110,000.00 0.30 33.00
CA Surcharge 22.00
User Funding Assessment 13.00
Fraud Assessment 4.00
Total Estimated Annual Premium 926.00


WA Stop Gap - Flat Charge 25.00
Total Estimated Annual Premium 25.00


TOTAL ESTIMATED PREMIUM 
*WC is subject to annual audit
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Directors & Officers
Policy Number  8185-2807


Insured By Federal Insurance Company


Obtained through Chubb through First Niagara


Period Covered September 1, 2011 to September 1, 2012


Limits Deductible
Directors and Officers $1,000,000.00 $10,000.00


Employment Practices $1,000,000.00 $20,000.00


Fiduciary Liability $1,000,000.00 $0.00


Corporate Liability Coverage $10,000.00 $0.00


Premium 10,947.00$    


AIG Executive Liability Policy
Policy Number  04-293-06-42


Insured By AIG - Illinois National Insurance Company


Obtained through LoVullo Associates


Period Covered 10/11/11 to 10/11/12


Coverage
Single loss  -  


Limit of Insurance Single Loss Retention Premium


Claim expense $10,000.00 $1,000.00


Policy per Claim (wrongful acts) $1,000,000.00 Securities claims not indemnified


Policy Aggregate Limit of Insurance $1,000,000.00


All other Loss: $5,000.00


$2,941.00


 CYBER NETWORK (Security) Policy
Policy Number  8224-0867


Insured By Chubb/Federal Insurance  Company


Obtained through First Niagara Risk Management


Period Covered 06/23/2011 to 06/23/2012


Coverage
Single loss  -  


Limit of Insurance Single Loss Retention Premium


Policy Aggregate (including claim expenses) $3,000,000.00 $25,000.00


Security & Privacy Liability $1,000,000.00 $25,000.00


Crisis Management $1,000,000.00 $25,000.00


Reward Expenses $50,000.00 $5,000.00


E-threat Expenses $1,000,000.00 $25,000.00


All other Loss:


$19,370.00





		Untitled
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PART II: TECHNICAL SOQ 
Vendors proposing to receive an award through this RFQ must provide a detailed description of their 
proposed service plan, which must include, at a minimum, the following information:  


 
3.3.1 An overall, detailed approach to the performance of each of the following tasks outlined in this 


section. This approach should include a detailed description of the proposed collection services 
to be provided.  


Collection Approach 
ConServe’s primary focus is contacting the debtor, whether the debtor is an individual who owes a 
consumer debt, or a responsible party authorized to pay a commercial debt. It has been our experience 
that the differentiation of good performance from exceptional performance is the ability to locate and 
contact those debtors who have not been previously or recently contacted. Contacting the correct party 
with the authority to approve payment of the commercial debt is critical to the recovery of the debt.    


 


From the initial class room training period, through ConServe’s extended training period of “nesting” 
and ongoing frontline collection activities, each debt counselor is thoroughly trained and continuously 
strengthened in their skip tracing skills and efforts to locate, contact and recover the debt in accordance 
with the client’s specific requirements for repayment. 


 


Our approach is established upon specialization.  Accounts are first segmented as commercial or 
consumer to immediately identify which skip tracing tools would be the most effective.  From this point 
our process begins with a series of “scrubs” (database searches to identify accounts for administrative 
resolution of the debt such as Bankruptcy, Death, Incarceration, Inability to Pay, and Entity Out of 
Business, etc).   The purpose behind these initial “Administrative Resolution Scrubs” is to provide our 
debt counselor’s with those accounts with the highest likelihood of recovery and our resolution 
specialists to promptly begin the meticulous tasks of validating and recording the information for return.   


 


A “waterfall” process is used with many of our skip tracing vendors to provide next step identification 
and location information to assist our debt counselors with the most expeditious method to locate and 
contact the debtor.  For example, a vendor is used to identify possible consumer death records.  If no 
death record is found, the next step in the “waterfall” is to locate contact telephone numbers and 
validation of addresses for the consumer debtor.  Another vendor is also used to provide Secretary of 
State Records on businesses. From these records it can be ascertained if the entity is potentially out of 
business and further documentation would be required. If an active business entity, corporate officials, 
registered agents or other designated official as well as location information (address, telephone number 
etc) can be acquired.   


We have identified multiple services that enable effective and accurate identification of these categories. 
The results of the combinations of database searches and waterfall sequencing, possible location 
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information is provided to each debt counselor systematically in order to expedite the contact of each 
debtor. Work efforts are then further defined based upon balance, score, and commercial or consumer 
status.  The following chart details the skip tracing plan for the targeted value of accounts and the efforts 
taken by level. 


Commercial Debt Consumer Debt 


Balance Activity  Balance Activity  


$100 - $4,999.99 PACER, all LexisNexis $100 - $999.99 PACER, all LexisNexis, 
CBC Innovis 


$5,000 - $49,999.99 


Above with Experian Abbreviated 
and/or Dunn & Bradstreet 
Abbreviated Reports, Internet 
Searches $1,000  - $49,999.99 


Above with Trans Union 
Score, Attributes, 
Montoring, Full Credit 
Reports,
Teletrack  and 


 Work Number 


Master File Real Property 
Search $50,000 - $499,999.99 


Above with Experian Complete 
and/or Dunn & Bradstreet 
complete report, Master File real 
property search 


Outlier > $500,000 Same as above Outlier > Same as above  $50,000 
 


 


Our efforts taken on our skip tracing plan begins with our collectors. Information acquired from each 
source will be loaded into a designated skip tracing window for the specific account on FACS.  With 
this information at their immediate disposal, our debt counselors will begin the quest to locate and 
contact the designate debtor.  Through the methodical process of following each potential source and 
lead provided, location and contact will be the result of the diligent work of our debt counselors.   


This basic principle, while easily recognized on consumer debt, is also important to distinguish on 
commercial debts.  Location and contact with authorized individuals on commercial debt is essential to 
expeditious recovery of these obligations owed the Federal Government.  Concentrated efforts will be 
made by our commercial debt counselors to identify and contact these individuals including registered 
agents, corporate officials, owners and/or partners.  Once an authorized individual is identified, the same 
tenacious effort to locate and contact this authorized person is made as if attempting to contact the 
responsible consumer debtor. With this indispensable knowledge, ConServe will maximize location and 
contact of commercial accounts and will provide highly competitive and performance oriented results on 
accounts assigned by The State of Nevada. 


Management Plan 
ConServe will organize and manage this project through specialization and departmentalization.  We 
envision this project to follow our existing management structures of  work activity supervision with a 
manager of each department supported by one or more Mentors (supervisors) based upon volumes for 
each department and segmented category of work (i.e. commercial or consumer). A team of specialists, 
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thoroughly trained and skilled in their designated tasks, will perform the activities required by the State 
of Nevada. 


Frontline Collections 


 


After the initial scrubs to identify likely Administrative Resolution accounts, the remaining accounts 
will be distributed to our Frontline Collections Department.  The Frontline Collections Department will 
initially consist of a Frontline Collections Manager supported by a minimum of 2 Mentors (supervisors); 
one Commercial Mentor and one Consumer Mentor.  The Commercial Mentor will supervise a base 
staff of up to five (5) commercial debt counselors and the Consumer Mentor will supervise up to 10 
consumer debt counselors at the onset of the contract.   A steady process of increasing staff to 
accommodate ongoing start up volumes will continue over a 6 to 9 month period until transfer volumes 
have relatively stabilized.   


 


Staffing levels will also be determined based upon file sizes for commercial and consumer debt 
counselors.  We anticipate that a commercial debt counselor will have an average file size of primary 
accounts between 175 – 250 accounts while the corresponding consumer debt counselor will have an 
average work queue of primary accounts between 375 - 450 accounts.  These ranges will accommodate 
transitions that may occur during the start up period.  This will enable a consistent process for hiring and 
training additional staff to accommodate evolving volumes.  It is projected these file sizes will normalize 
toward the lower end of the range. 


 


Upon initial contact, our debt counselors will attempt to resolve the obligations by obtaining in one 
payment, the full amount of the debt owed on the account.   If full payment is not readily attainable, a 
large down payment toward the full amount of the debt will be negotiated and ongoing payments that 
meet the standards forwarded with the account. When a large down payment followed by repayment 
terms within the standards is not financially available to the debtor, then a repayment plan based upon 
the standards that accompany the debt will be discussed.  If accepted by the debtor, these details will be 
documented within our system with rationale as to why our debt counselor was not able to obtain 
immediate full payment of the debt.   


• 


If a repayment plan is outside the standards that accompany the debt due to financial inability to pay on 
the part of the debtor, Conserve will document the reason for the inability to pay.  From that point, 
ConServe will obtain either a completed financial statement on an approved form, signed by the debtor 
or document why such a financial statement could not be obtained.    Our decision will also be based on 
publicly available information, such as a credit report with multiple judgments and/or charged off 
accounts as well as other relevant factors such as age and health of the debtor as well as present and 
future income.  No payment plan outside of the standards will be accepted by ConServe if: 


• 
The debtor has concealed or fraudulently transferred assets, 
 Possibility of enforcement actions such as administrative wage garnishment and other 
Government enforcements such as any offset would recover the debt, 
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• Where a repayment agreement does not meet the applicable standards, ConServe will seek and 
not accept such an arrangement without approval   


Personnel Tenure and Management Biographies 


If a payment in full, a repayment or a partial payment agreement is not immediately negotiable, 
ConServe will attempt to negotiate a compromise agreement in accordance with the standards that 
accompany the debt. We will consider prior to accepting a compromise agreement, an Administrative 
Wage Garnishment (AWG) and will document within our system justification such as prior garnishment 
orders on file for Child Support. Under all circumstances ConServe will see The State of Nevada’s 
approval on all compromise agreements that do not meet the applicable standards.  


ConServe debt counselors have an average of 2 years’ experience with the company.  Supervisors have, 
on average, more than 4 years of experience with us.  The following table illustrates the tenure of 
ConServe senior management. 


 


 Senior Management Tenure 


Name Title Start Date 
Mark E. Davitt President and Chief Executive Officer 1985 


Pamela Kelleher Vice President, Privacy & Compliance Officer 1993 


Timothy Booker Vice President of Operations 1998 


Robert Matter Director of Business Development 1998 


Richard Klein Chief Financial Officer 2003 


The following individuals will, to varying degrees, have regular interaction with The State of Nevada. 


 Mark Davitt, President 
 Rich Klein, Chief Financial Officer 
 Pam Baird, General Counsel 
 Kevin Gelabert, Chief Marketing Officer 
 Robert Matter, Director of Business Development 
 Tim Booker, Vice President of Operations 
 Dominic Queirolo, Operations Director, Colleges and Universities 


o Seven (7) supporting Managers under the direction of Dominic  
 Brandon Booker, Operations Director, Department of Education  


o Two (2) Assisting Directors and 14 Managers under the direction of Brandon  
 Pam Kelleher, Vice President of Compliance 
 George Huyler, Vice President of Human Resources 
 Steve DiPaola, CIO 
 Colleen Stevens, Manager of Client Relations and Business Development 
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M ark E. Davi tt 
President 


 
Contact Info: 


mdavitt@conserve-arm.com 
585.421.1000 


 


Responsibi l i ties 
Responsible for company growth and 
performance through identifying and meeting 
stakeholder needs and expectations 
 
Experience 
ConServe President Mark E. Davitt has been 
involved with the collection industry since 
1979.  Before founding ConServe, his work 
experience included assignments in North 
Carolina, Boston, Cleveland, Dallas, 
Philadelphia, New York and South Carolina. 
 
Mark served as President of ACA International, 
an association of more than 3,500 member 
agencies, 1,000 creditor members, and 600 
attorney members.  Additionally, he has served 
the association on the national level as chair of 
the National Legislative Council, a member and 
chair of the ACPAC Steering Committee and as 
a member on ACA’s Agency Certification 
Committee.  
 
Mr. Davitt presented to the U.S. Federal Trade 
Commission during their workshop on the Debt 
Collection Industry in October of 2007.   


 
He currently serves on ACA International’s 
Ethics and Professional Responsibility 
Committee. 
 
Mark is an ACA Certified Instructor and a 
member of the International Fellowship of 
Certified Collectors.  Mr. Davitt remains very 
active in a number of other important 
industry organizations, including the New 
York State Collectors Association, where he 
served two terms as president.  
 
Achievements 
Mark has been a recipient of both the Scholar 
and the Fellow degrees in Collection 
Business Management from ACA 
International and has been conferred a Master 
Credit Executive by the Society of Certified 
Credit Executives 
 
Education 
A graduate of Hamilton College, Mark holds 
an AB degree 


 
 
 


 
 


Pamela D. Bai rd, Esq. 
General Counsel 


 
Contact Info: 


pbaird@conserve-arm.com 
585.421.1000 x5554 


 


Responsibi l i ties 
Determining the need to notify third 
parties, including law enforcement, 
account holders, and Clients.   
 
 
 
 
 
 
 
Experience 
Pam formerly represented creditors and 
debt collectors nationwide for 
collections litigation and FDCPA and 
FCRA Defense. 
 
 


Achievements 
Memberships include the Monroe County 
Bar Association, ACA International and 
the National Association of Retail 
Collection Attorneys. Pam is currently 
serving a three year term on ACA 
International’s Member’s Attorney 
Program Committee. 
 
 
 
 
Education 
Pam received her law degree from 
Syracuse University College of Law and 
her undergraduate degree from 
Georgetown University. 
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Richard K lein, CPA 
Chief Financial Officer 


 
Contact Info: 


rklein@conserve-arm.com 
585.421.1000 x5553 


 


Responsibi l i ties 
Rich joined ConServe in March 2003. 
His responsibilities include ensuring full 
accounting of all financial transactions 
with Clients and other stakeholders. 
Rich also manages trust accounting 
processes, Client invoices, the 
processing and applying of borrower 
payments, and develops financial reports 
for the executive management team. 
 
Experience 
Prior to joining ConServe, Rich held 
CFO and Controller positions with high-
tech software companies in the 
Rochester area.  He also worked at 
PricewaterhouseCoopers for 7 years as 
an Audit Manager. 
 


Achievements 
Rich has earned his CPA, and is a 
member of the New York State Society 
of CPAs and the American Institute of 
CPAs. 
 
 
 
 
Education 
Rich received his undergraduate  
degree from St. John Fisher College, 
with a major in accounting.  He earned 
his MBA from the University of 
Rochester’s Simon School of Business, 
with concentrations in finance, 
entrepreneurship, and marketing. 


 


 
 
 
 


 
 


Pamela Kel leher 
Vice President of Privacy 


and Compliance Officer 
 


Contact Info: 
pkelleher@conserve-arm.com 


585.421.1000 x2271 
 


Responsibi l i ties 
Responsible for ensuring all facets of 
ConServe’s operations comply with 
regulatory requirements, Client 
requirements and ConServe’s own 
Internal Policies and Procedures.  
 
Experience 
Pamela joined ConServe in 1993 as our 
legal manager and was promoted to vice 
president of compliance in 2004.  In this 
role, Pamela has been instrumental in 
developing and implementing 
ConServe’s PPMS.  Her leadership was 
instrumental in earning ConServe the 
ACA Certification designation in August 
2001.  She has also served two terms on 
ACA International’s PPMS Committee.  
Pamela conducts ConServe University 
workshops for colleges and universities 
on Collection Tips and Techniques as 
well as ACA International Professional 
Practices Management System (PPMS) 
Seminars. 
 


Achievements 
Pamela was awarded both the Scholar & 
Fellow degrees in Collection Business 
Management from ACA International. 
Additionally, Pamela is an ACA 
Professional Collection Specialist, ACA 
Certified Instructor, ACA Higher 
Education Collection Specialist, and an 
approved ACA PPMS Instructor.   
 
Education 
Pamela received a Bachelor of Science 
Degree in Business Administration from 
Alfred University. 
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Timothy Booker 
Vice President of Operations 


 
Contact Info: 


tbooker@conserve-arm.com 
585.421.1000 x2260 


 


Responsibi l i ties 
Responsible for implementing and 
conducting collection programs for 
Clients. 
 
Experience 
Tim has more than 30 years of collection 
industry experience. His contract 
management experience includes 
assignments in Texas, Colorado, South 
Carolina, New York, Ed Fund, Canadian 
Student Loan, Great Lakes, over 200 
college and universities and the 
Department of Education.  Tim started 
his career with Financial Collection 
Agencies as a collector and was 
eventually promoted to area supervisor 
responsible for three offices in New 
York State. He was Vice President of 
Management Adjustment Bureau for 
seven years and also served as Executive 
Vice President for Mercantile 
Adjustment Bureau before joining 
ConServe. 
 


Achievements 
Tim is an ACA Professional Collection 
Specialist and a member of the Western 
New York Credit Association.  Tim is 
also an active participant in a 
Benchmarking Group, which meets 
regularly to discuss collection issues and 
is a member of Vistage International.                                      
 
Education 
Tim attended the State University of 
New York at Cortland and the 
University of Buffalo, with a 
concentration in business management. 


 


 
 


 
 


Kevin Gelabert 
Chief Marketing Officer 


 
Contact Info: 


kgelabert@conserve-arm.com 
585.421.1000 x4444 


 


Responsibi l i ties 
Kevin has been with ConServe since 
2007 and has direct P&L responsibility 
for the Sales, Marketing and Client 
Service organizations.   
 
Kevin manages the total Client 
experience and is responsible for 
identifying markets in which ConServe 
can generate significant ROI value for 
its Clients. 
 
Experience 
Prior to joining ConServe, Kevin spent 
15 years in the communications industry 
holding various sales and sales 
management positions with leading 
companies including AT&T, Global 
Crossing Ltd., and Frontier 
Communications International. 
 


Achievements 
Kevin is a Dale Carnegie graduate; a 
member of the Rochester Rotary; a 
certified youth athletics coach, and in 
2007 was named by the Rochester 
Business Journal as one of the top forty 
executives under 40 years old. 
 
Education 
Syracuse University – Martin J. 
Whitman School of Management, MBA, 
Organizational & Marketing Mgmt., 
Mau Kappa Tau National Honor 
Society, National Dean's List  
 
University of Rochester – William E. 
Simon School of Business, BA, 
Economics & Political Science , 
Certificate of Financial Management, 
NCAA Athletics 
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Robert M atter 
Director of  


Business Development 
 


Contact Info: 
rmatter@conserve-arm.com 


585.421.1000 x4446 
 


Responsibi l i ties 
Rob joined ConServe in 1998, and is the 
Director of Business Development 
working with Guaranty Agencies and 
Private Lenders. While forming and 
fostering new relationships, Rob is also 
responsible for maintaining quality 
client relationships through consistent 
meetings, performance reviews and 
training, to ensure we are 
communicating and exceeding our 
Clients expectations. 
 
Experience 
Rob was initially hired as a Debt 
Counselor, but quickly earned a 
promotion to Collection Supervisor in 
1999.  In 2002 he joined the sales 
department, applying his intimate 
knowledge of the collection industry to 
his new role of Director of Business 
Development. 


 


Achievements 
Rob served two years on the Board 
of Directors of COHEAO and is 
currently on the NCHELP's Debt 
Management Committee. 


 
 


 
 
 


 
 


Col leen Stevens 
Manager of Client Relations 
and Business Development 


 
Contact Info: 


 cstevens@conserve-arm.com 
585.421.1000 x4441 


 


Responsibi l i ties 
Responsible for assisting in the 
implementation of collection 
programs for Clients, including the 
satisfaction of all Client requests for 
information and support. 
 
Experience 
Prior to joining ConServe in 2002, 
Colleen gained extensive Client 
relations experience in various 
segments of the financial and retail 
sectors, including several years in 
banking as a teller and personal 
banking specialist, loan officer, retail 
manager, and stock broker.  Each of 
these positions contributed to 
Colleen’s ability to serve the needs of 
our Clients. 


Achievements 
Graduated with Honor from Finger 
Lakes Community College 
ACA International Professional 
Collection Specialist 
 
Education 
Finger Lakes Community College 
SUNY Brockport 
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Stephan DiPaola 
Chief Information Officer 


 
Contact Info: 


  sdipaola@conserve-arm.com 
585.421.1000 x3001 


 


Responsibi l i ties 
Steve joined ConServe in December 
2008 as its Chief Information Officer. 
Steve will focus on building a more 
efficient and effective IT 
organization, streamlining processes, 
optimizing spend and partnering with 
the Business to drive continuous 
improvement opportunities while 
continuing to improve ConServe’s 
customers experience. 
 
Experience 
Steve joins ConServe with more than 
20 years experience in Information 
Systems and has held a variety of IT 
management positions with Eastman 
Kodak, Tyson Foods and Carestream 
Health. 
 


Achievements 
Throughout his career, Steve has led IT 
teams with an emphasis on forming 
strategic partnerships between IT and the 
Business to enable operating efficiencies. 
Steve has a proven track record in 
deploying complex global solutions, 
ensuring global operations are reliable, 
sustainable and positioned for future 
growth and creating a collaborative 
working environment that empowers the 
team and individuals to add value to the 
Business. 
 
Education 
Steve holds a B.S. degree in Business 
Management from LeMoyne College in 
Syracuse, N.Y. 
 


 
 


 
 


 
 


George M . Huyler, 
PHR 


Vice President of Human 
Resources 


 
Contact Info: 


ghuyler@conserve-arm.com 
585.421.1000 x5557 


Responsibi l i ties 
As Vice President of Human 
Resources, George has the leading 
role of managing and implementing 
all of the Human Resources programs 
and systems required to support 
ConServe’s continuous growth. This 
includes responsibility for 
employment legislative and regulatory 
compliance, payroll, executive staff 
acquisition and development, 
compensation systems, benefits 
analysis, and Human Resources 
Information Systems. 
 
Experience 
George has spent the majority of his 
career in human resources 
management in the banking and 
accounts receivable management 
industries, most recently serving as 
Vice President of Human Resources 
for Firstsource. Prior to joining 
Firstsource, Mr. Huyler held senior 
executive positions with IRMC and 
NCO Financial Systems.  


Achievements 
George is a member of the American 
Society of Training and Development and 
the Society for Human Resource 
Management and has been an industry 
speaker at a number of relevant 
conferences on human resource trends and 
issues.  
 
Education  
George attended LeMoyne College and 
Syracuse University and holds the 
professional designation of "Professional 
in Human Resources," from the Human 
Resource Certification Institute of the 
Society for Human Resource Management.  
He has taught HR professionals for the 
Cornell School of Labor Relations. 
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3.3.2 A description of the services to be provided to assist the State Controller’s Office in establishing 
a cost-effective collection service which will maximize the percentage of recovery of the State’s 
delinquent revenue claims. 


Service Approach -ConServe Good Start Table 
Each new relationship begins with a comprehensive interview, including representatives from our 
members of our Executive Management Team, Client Care, Operations, and Finance departments.  
Together, through this interview process, we develop a complete Client Profile to ensure that the 
parameters of our business relationship are clearly communicated, outlined and documented to 
guarantee clearly defined roles, responsibilities and performance expectations.  The success of these 
programs is confirmed by our customer satisfaction scores in our annual Client Report Card. ConServe’s 
2Q2011 Client Report Card can be found in Attachment 4.   


  
Time 
Table 


Action Activities Owner Results 


GOOD 
START 


PROGRAM 


Day 1 
Contract 
Award 


Execute Agreement ConServe & 
Client 


Achieve mutual acceptance 
relationship parameters. 


Days  2 - 10 


Goal Setting 
Establish 
Performance 
Expectations 


ConServe & 
Client 


Immediately set 
performance expectations 
with scheduled 
performance reviews. 


Welcome Kit 
Provide Key Contact 
Information 


ConServe   


Client receives vital 
ConServe information and a 
directory of important 
contacts. 


Secure 
Internet 
Access 


Identify Key Client 
Personnel 


ConServe & 
Client 


Create User Id's and 
Passwords for Secure Web 
Portal. 


Client 
Profile 


Master Information 
Sheet                        
(M.I.S. Procedure) 


ConServe & 
Client 


Complete Client profile 
defining all operating 
parameters. 


Days 11 - 
30 


Personnel 
Assess Dedicated 
Departmental 
Staffing Levels 


ConServe 


Evaluate impact of new 
portfolio on existing staffing 
levels and provision for 
necessary adjustments. 


Training 


Review unique 
Client portfolio 
characteristics or 
special 
requirements 


ConServe & 
Client 


Build Client based training 
for internal staff based on 
analysis of Client portfolio. 


Data 
Management 


Establish Data 
Transfer links and 
test Data Transfer 


ConServe & 
Client 


Confirms successful ability 
to securely transfer data 
between ConServe & 
Client. 
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ConServe Work Plan Table 
ConServe’s success in recovering on defaulted debt pivots around our philosophy to develop win-win 
scenarios for both our Clients and the debtors.  Our debt counselors are real time problem solvers, 
dedicated to helping debtors find solutions that preserve a sense of control and individual self-esteem.  
The following table illustrates ConServe’s overall collection approach and key activities from the 
moment accounts are placed and over the entire life of the account while at ConServe.  


 
Time 
Table 


Action Activities Owner    Results 


FULL 
COLLECTION 
SERVICES BY 


CONSERVE 


Day 1 


Placement of 
Accounts 


Complete Placement 
of Accounts 


Client 
ConServe receives accounts 
to be placed for collections. 


Analysis of 
Accounts 


Scrub & Score 
Accounts 


ConServe 


ConServe scrubs for 
bankruptcy and deceased 
accounts and "scores" the 
accounts based on several 
debtor criteria. 


Assignment 
of Accounts 


Distribute Accounts to 
Dedicated Collection 
Departments 


ConServe 


Accounts are allocated to 
separate dedicated 
departments based on debt 
type. 


Day 2 
Initial 
Collection 
Activities 


Initial Notice Sent 


ConServe 


Accounts are contacted via 
both letter and phone calls 
and the full collection 
process officially 
commences. 


Level I Skip tracing 


First Contact Attempts 


Life of 
Account 


Recurring 
Collection 
Activities 


Subsequent Attempts 


ConServe 


Each Account is queued 
and scheduled for 
recurring contact activity:  
3x per week –   0-30 days 
2x per week – 31-60 days 
1x per week – 61+ days 


Level II & III Skip 
tracing 
Daily Monitoring 
Account Updates 
Dispute Management 


Life of 
Account 


Performance 
Management 


Review Established 
Performance 
Expectations 


ConServe 


Monthly Management 
Review of ConServe 
Performance against Client 
Expectations.   


Distribute Monthly  
Client Performance 
Dashboard Reports 


ConServe 
Review Quantitative 
Performance Results. 


Implement Quarterly 
Client Report Card  ConServe 


Review Qualitative 
Performance Results. 
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ConServe Full Collection Work Plan  
Within 24 hours of referral or placement, the first notice, including, when needed, the required Federal 
validation with Mini-Miranda statement, will be sent to the debtor. Each account is assigned a unique 
ConServe account number and personal identification number (PIN) that can be used on our interactive 
website and our automated phone teller system. At the same time a new account acknowledgment will 
be sent to your staff.  Samples of these notices are located in Attachment 1. 


Secure Internet tracing is performed to produce bankruptcy and death database information, address and 
telephone number verification and credit history will be completed within the first 24 hours of 
placement. For consumer collections the debtor’s five closest neighbors and seven closest relatives and 
recent purchase history will also be completed within the first 24 hours of placement.  New data will be 
appended to the account. 


Next, the debtor’s information file is generated and assigned to a collection team that will be responsible 
for the account until a disposition is assigned. Accounts are assigned to a collection team based upon 
debt type, institutional philosophy and balance range. Simultaneously, the account is assigned to a debt 
counselor’s dissemination queue within eight hours of account placement.  This assignment process and 
schedule is designed to maintain a consistent and manageable daily caseload for each debt counselor, 
while ensuring consistency of representation. 


Telephone Contact 


Within two business days, new accounts are queued for contact. Our debt counselors make telephone 
attempts manually and through our fully full integrated telephone system.  During initial telephone 
contacts with debtors, ConServe debt counselors attempt to achieve several goals for each account using 
a proven process.  For consumer collections the first steps are to verify the identity of the debtor and 
identify oneself to the debtor.  The next include serving the debtor with a mini-Miranda statement and 
asking for payment in full.  To achieve these goals ConServe debt counselors use a scripted statement 
such as: 


“My name is (alias) and I’m a debt counselor with ConServe, representing (Client). (Client) has 
placed a debt in your name for collections. This is an attempt to collect a debt and any 
information obtained will be used for that purpose. Our call may be monitored for quality control 
purposes. I’m calling to give you an opportunity to pay this in full today.” 
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ConServe debt counselors then pause and listen to the debtor to determine the reason for non-payment.  
If the debtor expresses any indication that payment in full or in part is possible, our debt counselors are 
trained to use the appropriate techniques needed to motivate the debtor to make full payment 
immediately.  ConServe debt counselors know how to respond to settlement offers, and how to set up 
reasonable and affordable payment arrangements, as well as income contingent repayments. 


Knowing that immediate payment is not often forthcoming, our debt counselors are fully trained to 
identify and address any scenario that could arise affecting an account, from disputes and rehabilitation 
and consolidation opportunities to circumstances involving deferment and forbearance, bankruptcy, 
disability, death, incarceration, hardships, and cancellation. 


Our debt counselors then attempt to develop a profile of the debtor to facilitate future collections, 
soliciting information about the debtor’s occupation and employer, any spouse’s occupation and 
employer, current address and telephone numbers, whether the debtor owns a home or rents, and any 
financial institution relationships. 


As ConServe debt counselors determine what factors are most likely to motivate a debtor to pay, they 
also identify funding sources, including bank accounts, upcoming paychecks, available credit (where 
applicable), refinancing options, and other sources of funds while viewing a Credit Report of the debtor. 


At the conclusion of this initial attempt, ConServe debt counselors close the call courteously and 
professionally, updating the account with all pertinent details needed to ensure the success of future 
efforts. 


If contact is not made on the first call, ConServe debt counselors make subsequent contact attempts at 
alternate times, during business and non-business hours (within FDCPA guidelines).  All calls to 
debtors, co-makers and references, are scheduled between 8:00 a.m. and 9:00 p.m. (based on the 
debtor’s time zone) Monday through Saturday.  Collection efforts continue on each account until contact 
is made or accounts are forwarded for skip tracing to locate assets to continue the process. 


Collection Notices  


ConServe’s written communications undergo a rigorous compliance program to ensure all letters meet 
state-specific and Federal regulations.  Our compliance officer reviews content regularly to ensure 
compliance, and all letters are subject to a biannual legal review by a Collection Notice Review Panel-
accredited attorney, a function of ACA International.  Letters include a return envelope and payment 
stub for debtor convenience.  The following are the most commonly used in inventory.   


 Validation Notice–Our standard first notice is sent to the debtor notifying them of the debt.  The 
debtor can contact ConServe by telephone, mail or by utilizing our interactive site for debtors, 
www.payconserve.com.  
 Notice of No Response–ConServe sends a second notice if no response or payment is received. 
 Confirmation of Payment Arrangements Agreement–ConServe uses this letter to confirm payment 


arrangements. 
 Broken Promises Letter–ConServe sends this letter if the debtor fails to make a payment as agreed. 
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 Notification of Partial Payment Received–ConServe sends this letter in the event a payment is made 
for less than the full balance with no prior payment arrangements. 
 Referral Notice–ConServe may send this letter when an account is under review for possible legal 


action. 
 Consolidation Letter–ConServe sends this letter if a debtor is eligible for consolidation. 
 Formal Notice of Non-Compliance–ConServe may send this letter if a debtor fails to respond to all 


previous notices. 


Samples of these notices are located in Attachment 1. 


Skip Tracing 
Effective debtor location is a sophisticated and critical element of the recovery process.  ConServe offers 
one of the most thorough and integrated systems available.  Our skilled skip tracers utilize a variety of 
manual and automated tools to locate debtors.  Our skip tracing process consists of three levels. 


Level I: Automated Information Gathering 


The first level is automated information-gathering. Each account that is placed with us for collection will 
have the following skip tracing events take place at the automated information gathering stage level: 


 Check to see if a bankruptcy filing has taken place or if the debtor is deceased 
 Check address with NCOA to see if the debtor has moved. 
 If there is no telephone number listed with the account, cross-reference the address with a national 


database for a current phone number. 


Level I resources include First Data, bankruptcy search capabilities, Directory Assistance, credit bureau 
reports, other data from major credit bureaus, national change of address data, and surname search 
databases. 


Level II: Debt Counselor Information Review 


If we are unable to obtain a telephone number and or good address for the debtor at the automated skip 
tracing level, the debt counselors will perform the next level of skip tracing. 


Level II resources used may include credit reports obtained from credit repositories, such Experian, 
Equifax, and Trans Union, to check for a current address and place of employment, reverse look ups 
through NSTN, and cross-directory address look ups through a variety of websites. 


Level III: Detailed Information Investigation 


If we are still unsuccessful in obtaining a telephone number and good address for the debtor, the account 
is turned over to our dedicated skip tracing department. At this level, any or all of the following actions 
may take place: 


 Contact other creditors listed on the debtor’s credit report to see if they have more current 
information 


 Contact neighbors of the debtor to see if they have more current information 
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 Check Department of Motor Vehicles records 
 Check tax assessor records 
 Check the debtor’s information against several other national databases 


Level III resources used may include the Department of Motor Vehicles, utility companies, licensing 
and voter registration boards, mail directories, international data resources, census records, military 
records, Social Security Number, and relative searches using Accurint. 


The following graphic illustrates this process, showing the progression of the tools we use and in levels 
in which we use them. 


 


Payment Handling 
ConServe handles and posts payments every business day.  A designated staff member of the finance 
department picks mail up daily at 11:00am.  The finance department opens all mail, with the exception 
of mail addressed to the management team labeled “personal and confidential.”  Only qualified 
personnel, including ConServe’s accounts receivable clerks and accounting clerk, open mail.  They do 
so jointly to ensure all correspondence is received, date stamped, and distributed accurately and 
efficiently.   


ConServe accounts receivable clerks inspect and match payments to accounts during posting, using 
name, address, social security number or account number as necessary.  We maintain a separate 
procedure for receiving cash and check payments.  Each payment is reconciled and recorded separately 
into the system.  The accounts receivable clerk prepares a deposit slip, and the accounts payable clerk 
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makes the daily deposit at the bank.  A copy of the deposit slip is routed to the accounting manager, who 
reconciles totals to daily reports off the system. 


The following graphic represents our daily payment handling process. 


 


 


Cash Payments 
ConServe directs debtors not to send cash payments through the mail.  However, even having directed 
debtors to send a check or money order in lieu of cash, sometimes the company does receive cash in the 
mail.  In this case, the payment is routed to an accounts receivable clerk, who records and posts the 
payment and locks the funds within a secure area in our accounting department.  The accounts payable 
clerk ensures delivery of the funds to our financial institution along with the remainder of the day’s 
transactions.  All mail is opened by two finance personnel in the secured finance room.  The secured 
finance room has restricted access and is monitored with security cameras. 


In the event a local debtor visits our office in Fairport, New York, to make a payment, ConServe collects 
the necessary information and payment instrument, provides the debtor with a receipt for the payment 
made, and processes the payment using procedures developed for payments received through the mail. 
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Bank Deposits  
The accounts receivable clerk prepares a deposit slip, and the accounts payable clerk makes the daily 
deposit at the bank.  A copy of the deposit slip is routed to the accounting manager, who reconciles 
totals to daily reports off the system. 


Remittances  


Remittances and our Trust Invoices are distributed monthly for the net or gross amount of each fund. 


NSF Check Processing 


ConServe has well developed procedures in place for handling checks written against accounts with 
non-sufficient funds (NSF).  After the financial institution presents the check a second time 
unsuccessfully, the payment is reversed.  If within your policy parameters and state guidelines, 
ConServe will add a service fee to the account balance.  We attempt to reach the debtor by telephone to 
secure payment from a viable source and, if unsuccessful, send the debtor a notice informing the 
individual of the details regarding the returned check.  ConServe reports all activity related to NSFs to 
Clients. 


Overpayments 


ConServe posts all payments made on open accounts each day.  If a debtor overpays a balance on an 
account, the month-end process reveals the occurrence.  To ensure sufficient funds are in place, 
ConServe holds the funds for 45 days.  After that time has elapsed, we review the account’s 
circumstances.  If the overpayment is for an account that has since been consolidated, we forward the 
payment to the lender.  If the payment is for more than $25, we return the item to the debtor. 


Audits 


ConServe undergoes multiple, overlapping, rigorous audits, both external and internal, as a standard part 
of company operations every fiscal year.  These audits affect all aspects of operations.  


External compliance audits include financial audits conducted during the development of our financial 
statements and those performed as part of the Federal Third Party Servicer Audit.  Accounting firm 
Insero, Kasperski, Ciaccia & Co., P.C. conducts both audits. 


Internal compliance audits include operational audits conducted by our quality control auditors on a 
periodic basis, Client-specific audits conducted by ConServe personnel in compliance with contracts 
with such Clients, and audits related to our PPMS certification.  Each element of ConServe’s PPMS 
certification must be audited annually.  Operational audits conducted by our quality control auditor are 
designed to verify compliance with internal guidelines for resolving Client issues, conducting training, 
encouraging continuous process improvements, and identifying non-conformity and corrective actions. 


The Federal audit correlates with the requirements of our PPMS certification, Client-specific audits, and 
quality control operational audits.  This level of redundancy ensures the highest level of quality available 
on the market today. 
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Handling Disputes 


Dispute Resolution Specialists oversees all efforts to resolve disputed accounts.  Our focus is to quickly 
determine the nature of the dispute before proceeding.  Once determined, ConServe informs the Client 
and suspends collection activity, pending direction or receipt of documentation from the Client if not 
available at ConServe.  If documentation is available to support the validity of the debt, we provide it to 
the debtor.  Typically, this includes a copy of a promissory note if the account is for a loan, or other 
applicable documentation.  All responses to written disputes are provided to debtors well within the 30-
day timeframe for a response. 


If the debt is found to be invalid, we close and return the account immediately.  Once we provide the 
debto with proof of the debt’s validity, we immediately resume collection activity.  All pertinent 
information is recorded on our collection system. 


Credit Bureau – Collection Account Reporting 


ConServe has the ability to credit report, if required. 


When reporting debtors to credit bureaus, we do so in compliance with Federal laws, our internal 
policies, and your guidelines.  We can report to one or more national bureaus.   Debt Counselors may 
use the possibility of credit bureau reporting as leverage during conversations with debtors, urging 
payment in full or some other form of resolution.  ConServe provides updates to the credit bureaus 
electronically. 


Credit Bureau – Collection Account Removal 


ConServe will remove Collection Accounts from consumer credit files following our Client’s Close and 
Return policy and in the event that an account was placed with our Agency in error.   The FCRA 
requires that we remove accounts from credit reporting when the consumer requests proof of the debt 
and we are unable to provide proof in a reasonable amount of time.  All other accounts that have been 
credit reported will be updated, as payments are posted to accounts to ensure balance accuracy in 
reporting; and when accounts are Paid in Full, the accounts will be updated to reflect that status.   


Administrative Resolutions 


ConServe debt counselors are trained to know how to identify the myriad of potential ways in which 
student loans and other higher education receivables may be resolved when immediate payment in full is 
not forthcoming.  The following sections address the scenarios our debt counselors are trained to handle, 
including: 


 Rehabilitation 
 Consolidation 
 Income Contingent Repayment (and related arrangements) 
 Debtor Bankrupt, Deceased, Disabled, or Incarcerated 
 Deferment and Forbearance 
 Administrative Wage Garnishment  
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 Financial Hardship 
 Cancellation 
 Approved Settlements 
 Approved Litigation 


Rehabilitation 
ConServe is fully prepared to process educational loan rehabilitations for Education Clients.  The 
Higher Education Opportunity Act (Public Law 110-315) (HEOA) was enacted on August 14, 
2008, and reauthorizes the Higher Education Act of 1965, as amended (HEA)


 ConServe debt counselors actively explain the advantages and consequences of loan rehabilitation to 
qualified debtors. 


.  ConServe keeps 
abreast of changes and has therefore been able to develop fully compliant procedures, as follows: 


 Once the debtor requests rehabilitation, ConServe honors verbal and written requests to begin the 
rehabilitation process, setting up an appropriate payment schedule based on a financial statement from 
the debtor. 
 ConServe begins monitoring events to ensure the debtor makes nine (9) consecutive, on-time monthly 


payments. 
 After successful rehabilitation, ConServe instructs the appropriate credit repository to remove the loan 


default from the debtor’s credit history. 
 The debtor is returned to regular repayment status, which includes the reinstatement of all remaining 


rights and benefits associated with the original promissory note. 
 The debtor signs a new promissory note. 
 A debtor may only rehabilitate a defaulted student loan once.  Upon default after rehabilitation, the 


debtor will be subject to additional collection activity. 
 


These procedures may be supplemented with any Client-driven requirements, when those requirements 
are in compliance with related legislation. 


Consolidation 


ConServe has developed one of the most efficient education loan consolidation programs in the industry 
today. With an industry-leading average of less than 3 weeks, we very often are able to recover the 
entire outstanding balance within the first month after placement. 


Our debt counselors are skilled in pre-qualifying potential consolidation candidates prior to initiating the 
first call.  In all cases, debt consolidation will be reviewed with debtors to help determine if this is the 
best strategy for managing the debt. The ConServe consolidation program gives debtors flexibility and 
timely assistance for debt resolution. Once the debtor is informed of the benefits of consolidation, the 
application is processed and may even be approved at the lending institution within the first two weeks. 


Education Loans eligible for consolidation include: 


 Perkins Loans 
 Stafford and Federal Direct Stafford Loans 
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 SLS (Supplemental Loans for Students)  
 HPSL/LDS (Health Professional Student Loans/Loans for Disadvantaged Students) 
 Plus and Federal Direct Plus 
 NSL (Nursing Student Loans) 
 Federal Consolidation and Federal Direct Consolidation Loans 
 FISL (Federal Insurance Student Loans) 
 HEAL (Health Education Assistance Loan) 


Judgment accounts qualify within the ConServe program, as do those debtors who have limited work 
experience.  Next, the debt counselor assists the debtor with the completion of the consolidation 
application. All applications are forwarded to the ConServe operations coordinator for final review and 
mailed to the debtor via overnight express mail.  An overnight envelope addressed to ConServe is also 
included to expedite the return process.  Once we receive the application, we forward it to the lending 
institution.  The lending institution reviews the information and sends the check overnight to ConServe 
which, in turn, overnights the funds to the appropriate party.  ConServe’s consolidation program offers 
Clients the advantage of full accountability under our Professional Practices Management System. 
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Income Contingent Repayments 


Each ConServe debt counselor is trained on their responsibility to offer debtors income contingent 
payment options.  Based on the debtor’s yearly income and balance, ConServe debt counselors interact 
with debtors to develop a reasonable and affordable plan.  All payments debtors agree to make are 
greater than the interest accrued during the most recent billing cycle.  As the debtor’s income rises, the 
dollar amount of the payments does as well.  The converse is also true, with debtors expected to reduce 
the size of payments if their income decreases.  Payment amounts are not permitted to be three times 
greater than any previous payment at any time. 


Payment Arrangements 


Payment arrangements are based on a debtor profile developed during the normal course of collection 
efforts by debt counselors, in which they review the debtor's present situation from credit report data.  
Using this data and additional information provided by the debtor, debt counselors identify and attempt 
to have the debtor commit to the most beneficial payment terms, with a down payment up front and the 
balance in full payable within 180 days. 


Reasonable & Affordable Payments 


As stipulated in 34 CFR 682.401(a)(4), debtor payments must be negotiated reasonably, taking into 
consideration the debtor’s income, any spouse’s income, all household expenses, and other Title IV 
loans.  For the payment arrangement to be considered reasonable and affordable, the debtor must have 
the opportunity to make payments for 12 consecutive months. 


After describing all repayment options available to the debtor, ConServe debt counselors set up such a 
payment arrangement.  Our collection system enables us to monitor broken payment arrangements and 
take follow-up action as needed, informing debtors of missed payments. 


Deferment 


Some education loan debtors may meet the requirements necessary to grant a deferment, if the debtor is 
unemployed, a current student, a graduate student, or is experiencing some form of verifiable economic 
hardship.  ConServe debt counselors can meet the need to assist qualified debtors in this process, 
determining whether or not debtors qualify through a series of questions and answers and explaining 
what deferment is and how it enables debtors to cease payments on their student loans for a period of 
time.  Once our debt counselors know that a debtor qualifies for deferment, the debt counselor schedules 
the debtor to receive the appropriate forms which are completed by the debtor and forwarded to our 
Clients for review. 


Forbearance 


ConServe debt counselors are trained to know the conditions under which an education loan debtor may 
qualify for a forbearance, which grants the debtor a temporary release from making payments, an 
extension, or a temporary decrease in payment amounts expected.  Our staff can help debtors complete 
this process.  The collection system recalculates the current balance and subsequent collection costs. 
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Debtor Bankrupt 


ConServe has extensive experience in processing bankruptcies, both Chapter 7 and Chapter 13, for 
dozens of Clients for which we currently collect student loan, tuition, and miscellaneous portfolios of 
receivables.  Bankruptcy processing efforts are conducted and overseen by a staff of three individuals 
headed by our Vice President of Compliance, Pamela Kelleher.  This team had more than 14 years of 
combined experience in this critical area.  In her capacity as Compliance Officer, Ms. Kelleher has been 
instrumental in developing and implementing ConServe’s Professional Practices Management System 
certification, which governs ConServe’s bankruptcy handling practices. 


When a Chapter 7 bankruptcy is received on an educational loan, ConServe immediately puts the 
account on hold status (to comply with the “Automatic Stay” requirement) and notifies the Client. 


When a Chapter 13 bankruptcy is received on an educational loan, ConServe closes and returns 
the account to the Client. 


Debtor Deceased 


In the event of the death of a debtor, all activities cease.  ConServe requests documentation verifying the 
death, obtaining a copy of the death certificate, obituary, or other form of proof.  ConServe informs the 
appropriate designee or executor that the loan in question may be discharged, and forwards all 
appropriate documentation to the Client, closing the account to reflect the correct status. 


Debtor Disabled 


Utilizing the Total and Permanent Disability Cancellation Request, ConServe debt counselors can work 
with debtors to ensure that they meet evaluation requirements under applicable regulations.  Once all 
documentation is in place, including a physician’s certification, the debt counselor updates the account 
to reflect the appropriate status, ceases collection attempts, and schedules the account to be closed and 
returned. 


Debtor Incarcerated 


If a ConServe debt counselor discovers a debtor has been incarcerated, the debt counselor finds out the 
place of incarceration, date of incarceration, and earliest possible parole date.  Once the correctional 
facility has provided written verification, the account is updated in our collection system to reflect the 
debtor’s status.  ConServe resumes collection activity after the inmate is released. 


Hardship Cases 


ConServe handles hardship cases in accordance with Client guidelines.  During the discovery phase of 
our relationship with you and your staff, ConServe solicits feedback regarding the preferred method and 
procedures for handling such accounts.  Typically, we obtain information from the debtor’s current 
financial position to corroborate any data already received so that a course of action may be determined 
based on a full understanding of the facts of the case. 
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Cancellation 


ConServe debt counselors are trained to know the circumstances under which a student loan may be 
cancelled.  These include the following. 


 False certification 
 Head Start program service (full time) 
 Law enforcement or corrections officer 
 Nurse or medical technician (full time) 
 School closure 
 Teacher (full time in qualified category) 
 Total permanent disability or death 
 U.S. armed forces service 
 Vista or Peace Corps volunteer 


If a debtor claims eligibility for any of these reasons, ConServe informs the Client immediately.  We 
close and return accounts that are proven to qualify for cancellation. 


Settlements 
ConServe adheres to any blanket settlement parameters allowed by Clients, or, alternatively, refers 
individual offers to Clients for consideration.  The implementation of settlement authority for a specific 
Client is included in debt counselor project training and may be included on any appropriate settlement 
solicitation letters sent to good addresses. 


Litigation Processing 


ConServe has fully defined criteria for taking legal action on a Client’s behalf that can be customized to 
meet your requirements.  We can take comprehensive legal action wherever a debtor resides within the 
United States.  Litigation will never be pursued without Client approval. 


Legal Criteria 


After careful review and several attempts to collect the debt by our debt counselors, if a debtor is 
unreasonable or not responding to collection efforts, the account is brought to the attention of the group 
manager.  The group manager researches the account and checks to see if the Client has indicated a 
willingness to sue.  The group manager then reviews the collection efforts made by the debt counselor 
and also researches assets available to the debtor.  If the account balance is a minimum of $1,000, the 
debtor has verifiable assets, and repeated collection attempts have been unproductive, the account is 
referred to our legal department. 


Pre-Suit Activity 


Our legal department coordinates further action upon receipt of Client approval, including the following 
measures. 
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 Pre-Legal Letter–ConServe sends a letter to the Client to confirm the Client’s decision to authorize 
litigation. 


 Attorney Selection–ConServe selects an appropriate attorney for the given case from a wide variety 
of national sources, taking into consideration the debtor’s jurisdiction and other facts of the case.  
Sources include National Commercial Bar Listings, general bar listings, American Lawyers 
Quarterly entries, Clearing House Quarterly entries, Forwarders List Entries, and International 
Lawyers Listings. 


 Case Forwarding–Once an attorney is retained, ConServe forwards case documentation to the 
lawyer or firm with a request for acknowledgement of receipt. 


 Demand Letter–The attorney sends a demand letter to the debtor, informing the debtor of the 
attorney’s role and requesting payment. 


 Payment Arrangements–If the debtor is unable to make a lump sum payment, the attorney attempts 
to set up payment arrangements (subject to our Client’s approval) backed by a Confession of 
Judgment. If the debtor defaults on the payment schedule, the attorney has the means to enter 
judgment. 


 Report–Following this pre-suit period (usually two weeks to thirty days), the attorney submits a 
recommendation for further action. 


Suit Preparation 


If the attorney is unable to obtain payment in full or payment arrangements from the debtor and if 
additional action is approved, the attorney will prepare the case for suit. 


 Court Costs–The attorney initiates the process of securing all fees, including filing fees, service of 
summons and complaint, entry of judgment and execution fees, in advance from the Client.  The 
attorney tracks and records court costs to include them in the total amount of any judgment entered 
against the debtor. 


 Affidavits and Supporting Documentation–The attorney has written statements of fact signed 
before a notary public, including invoices, statement of account, and any other applicable contracts 
and agreements between the Client and the debtor. 


Suit Processing 


Once the attorney receives all of the required information and documents, the attorney initiates the suit 
with a summons.  ConServe takes delivery of the summons and the complaint from the attorney and 
forwards them to the Client for execution.  Upon receipt of the signed summons and complaint from the 
Client, it is returned to the attorney to send out to a sheriff or marshal for service.  A sheriff or marshal 
then serves the summons and complaint to the debtor. 


The debtor is given 40–45 days to file an answer to the summons and complaint. If no answer is filed, 
the attorney can obtain a default judgment.  If the debtor files an answer—documentation in which the 
debtor presents his side of the story, frequently by denying everything and forcing the Client to prove 
every single allegation raised in the complaint—one of two things will happen: 


 A court date is scheduled and a judge is responsible for reaching a verdict. 
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 The attorney requests a motion for summary judgment. This request is initiated in the absence of 
legal grounds for trial or in the event that no defense is raised against the complaint.  


 In the majority of collection cases, the debtor fails to hire an attorney or file an answer. 


The result in both scenarios is typically a judgment in favor of the Client.  Once a judgment is obtained, 
the legal system offers several options for satisfying it, including: 


 Income Execution 
 Property Execution 
 Bank Account Seizure 
 Information Subpoena 


In all cases, ConServe and its authorized attorney take all steps necessary to effect recovery of the 
judgment on behalf of a Client. 


Suspended Accounts 
ConServe adheres to any and all suspension request from the Client as provided. All correspondence 
regarding suspended accounts will be forwarded immediately to the Client. 


Uncollectible Accounts 
Aside from typical scenarios involving death, disability, incarceration, and other, related conditions, 
certain accounts may be deemed uncollectible due to the debtor’s circumstances, and will consequently 
be closed and returned back to the Client upon discovery.  These circumstances include: 


 Unlocatable–If ConServe is unable to find a debtor after exhausting all automated and manual skip 
tracing efforts, the account will be returned. 


 Inability to Pay–If a debtor is unemployed, receiving public assistance, has insufficient income, is 
seriously ill, has no assets, or is otherwise experiencing extenuating circumstances, the account will 
be returned. 


 Refusal to Pay with Assets–If a debtor has the means to pay, refuses, and litigation is not approved, 
the account will be returned. 


Close and Return 
Requests to close and return accounts are processed immediately.  An operations manager reviews all 
requests for closure and advises your designated staff member of any pending payments or 
consolidations in process prior to the request.  On a monthly basis, all qualifying ConServe Clients 
receive a close and return report reflecting all such activity.  Additionally, ConServe can perform a 
systematic scan of its database based on your criteria to select matching accounts, which may then be 
closed and returned.  There are no additional charges or fees associated with requesting the closure of 
accounts. 
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Reports 
ConServe offers many flexible reporting capabilities.  Our Clients can find the easiest and most 
convenient reporting tools on ConServe’s secure Client Web Portal.  Once access is provided, this portal 
offers a secure method to view standard electronic reports as well as create daily or monthly ad hoc 
reports to easily reconcile inventories or to receive acknowledgement of new business placed with 
ConServe. 


ConServe maintains separate funds by Client and debt type.  Each fund in the collection system contains 
each different type of business also separating primary, secondary and tertiary placements of 
accounts/loans. 


Our reports can be created according to the specific fund number.  Reports are available for easy access 
in the secure ConServe web portal 24 hours per day, 365 days per year.  Each report is archived on the 
5th


Standard ConServe Web Portal Reports  


 of every month for Client access.  Reports can also be saved to the Clients PC by the Client at any 
time.  Below is a brief description of the reports demonstrating the vast amount of data elements 
provided to our Clients. A copy of our Sample Reports can also be found in Attachment 2. 


 New Business Acknowledgement Report:  This report is available on ConServe’s Secure Client 
Web Portal within 24 hours of account placement. Once available, an automated email 
notification is sent to the Client informing that the acknowledgement report is available for 
viewing.   
 
The report provides a confirmation of account placement, listing the number of accounts placed, 
the date of placement, and the total balance of the accounts placed.  If required, this report can be 
provided to the Client via US mail within seven (7) business days of referral.  More often the 
electronic format is used by our Clients for efficiency, speed and accuracy. 


 
1.  Client Account Number 5.  First Name 9.  Misc Fee 
2.  Social Security Number 6.  Initial Balance 10.  Collection Costs 
3.  Client Account Number 7.  Initial Principal Balance 11.  Fund 
4.  Last Name 8.  Initial Interest 12.  Client Name 


 
 Progress Report:  This report is available on the secure ConServe web portal and is archived on 


the 5th


 


 day of each month.  An automated email notification can also be set up so that each Client 
is aware of their report being available to view in the secure portal.   


The Progress Report is a detailed electronic CSV file that includes all open accounts listed for a 
specific Client fund. The report will provide the current status of the account and a detailed 
breakdown of the outstanding balance. The report is in a CSV format so it can be sorted in many 
ways, if desired.  It includes the following data elements reflected in separate column headers: 
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1.  Client Account Number 8.  Collection Cost 15.  Status 
2.  Social Security Number 9.  Agency Interest 16.  Account Phase 
3.  Last Name 10.  Interest balance 17.  Client Fund name & # 
4.  First Name 11.  Miscellaneous Fee 18.  Date of Service 
5.  List Date 12.  Initial Balance 19.  Date of delinquency 
6.  Current Balance 13.  Account last pay date   
7.  Principal Balance 14.  Amount paid to date   
 
 Close Report:  This report is available on the secure ConServe web portal and is archived on the 


5th


 


 day of each month.  An automated email notification can also be set up so that each Client is 
aware of their report being available to view in the secure portal.   


This Report is a detailed electronic CSV report of all accounts that have been closed for the 
month for a specific Client. This report is very similar to a Progress Report. 
 


1.  Social Security Number 6.  Account 11.  Bankruptcy 
2.  Client name 7.  Last Payment Date 12.  Client Number 
3.  Last Name 8.  Amount Paid 13.  Canceled Principal 
4.  First Name 9.  Close Date 14.  Canceled Int 
5.  List Date 10  Cancel Description 


  
 Address Report:  This report provides the Client account number, the borrower’s (new) name, 


(new) address, as well as the Social Security number.   
 


1.  Account Number 6.  Address Line 2 11.  Address Changed Date 
2.  Last Name 7.  City 12.  Social Security Number 
3.  First Name 8.  State 13.  Disposition 
4.  First Name 9.  Zip Code 14.  Client Number 
5.  Address Line 1 10  Client Account Number 15. Client Name 


 
 Cohort Report/ Perkins Loan Clients:  The Cohort Report is created and archived on a more 


frequent basis to encourage constant communication on the Client’s Cohort portfolio.  Each 
Sunday evening a new report is created and placed in the secure web portal.  The report includes 
both open and closed Cohort accounts within the current Cohort year.  An email notification is 
also sent to the Client indicating their reports are available for review. 
 


1.  Your Account Number 8.  Collection Cost 15.  Status 
2.  Social Security Number 9.  Agency Interest 16.  Account Phase 
3.  Last Name 10.  Interest balance 17.  Client Fund name & # 
4.  First Name 11.  Miscellaneous Fee 18.  Cohort Year 
5.  List Date 12.  Initial Balance 
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6.  Current Balance 13.  Account last pay date   
7.  Principal Balance 14.  Amount paid to date   
 
 Performance Dashboard Report:  This report provides Clients with a twelve month view of 


collection performance by monthly account listings.  It provides a detailed breakdown of the 
number and dollar of accounts listed, recalled, returned and collected as well as benchmark 
performance in order to gage the collection activity against the industry for that placement 
month. 


 
1.  Business Line 6.  Ave. Age of Accounts 11.  Collected 
2.  Placement Month 7.  Original List 12.  Recovery Percentage 
3.  Placement Year 8.  Client Recalled 13.  Benchmark Percentage 
4.  # of Months on Collection Floor 9.  Credit/Debit Adjustment 14.  Variance 
5.  Number of Accounts 10.  Final List 


  


ConServe Web Portal Reports - Client Generated 
The following Reports can easily be generated by the Client on the secure ConServe web portal.   
 
 Client Statistics Report:  This report is produced individually for each fund, providing 


management-level detail, by year, by month and to date.  The report lists the number of accounts 
placed, the total dollars listed, adjusted, cancelled, along with dollars collected. 
 


 Month-Batch Report:  This report is produced individually for each fund.  The report provides 
management-level detail according to each placement.  The report lists, by month, the number of 
accounts placed, the total dollars listed, adjusted, cancelled, the net dollars listed, and the dollars 
collected for each placement month.       
 


 Daily Payments Report:  This report is available for Clients to view payment activity within a 
selected date range.  Often Clients will use a report like this to get a preview of their next Trust 
Invoice. 


 
1.  Name 8.  Amount 15.  Status 
2.  Client Reference Number 9.  Agency Interest 16.  Account Phase 
3.  Disposition 10.  Interest balance 17.  Client Fund name & # 
4.  List Date 11.  Miscellaneous Fee 18.  Cohort Year 
5.  Current Balance 12.  Initial Balance 


 6.  Payment Type 13.  Account last pay date   
7.  Date 14.  Amount paid to date   
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 Inventory Report:  This report is available for Clients to select a specific date range by fund 
and include either open or closed accounts or even both. 


 
1.  Name 5.  Last Payment Date 9.  Current Balance 
2.  Client Reference Number 6.  Disposition 10.  Status 
3.  Placement Date 7.  Cancel Date  
4.  Social Security Number 8.  Original Balance  


 
 All Accounts Placed Report:  This report reflects all accounts placed within a specified date 


range.  The report will include all open and closed accounts. 
 


1.  Agency Number 4.  Placement Date 7.  Current Balance 
2.  Name 5.  Status  
3.  Client Reference Number 6.  Original Balance  
 


Client Invoice Reports 
 Trust Invoice:  The Client Trust Invoice can be provided to the Client using the secure web 


portal as a PDF image.  Many Clients prefer this delivery method over paper reporting because 
it’s fast and easy as well as helps to conserve paper resources.  The Trust Invoice reflects each 
transaction per Client fund and summarizes the amount due to the Client as well as ConServe.  
Trusts include the debtors name, account number, amount and date paid and the current balance.  


Additional Reports 
Additional reports are also available upon request and can be securely delivered using the ConServe web 
portal.  Reporting requests can be sent to our Client Relations Team at clientcare@conserve-arm.com  
 
 Complete Inventory Report:  This Report is available upon request and includes all open and 


closed accounts for a specific Client.  This report can be requested and delivered to the secure 
ConServe web portal in the CSV file format.  The following data elements are supplied in this 
complete inventory report.   


 
1.  Client Account Number 8.  Collection Cost 15.  Closed Reason 
2.  Last name 9.  Agency Interest 16.  Open account phase 
3.  First Name 10.  Account Balance 17.  Date canceled 
4.  Date listed 11.  Initial Balance 18.  Last Payment 
5.  Principal Balance 12.  Description (status of account) 19.  Amount paid on account 
6.  Interest 13.  Client (Fund number) 20.  School Attended  
7.  Miscellaneous fee 14.  Social Security Number   
 



mailto:clientcare@conserve-arm.com�
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International Capabilities 
ConServe has developed the capability to pursue recovery of debts owed by foreign nationals anywhere 
they reside after departing this country, as well as debts owed by expatriated American citizens.  The 
key parts to an international recovery effort are: 
 Locating Debtors–Locating international debtors can be difficult.  In these cases ConServe relies 


heavily on information provided to us by Clients, which invariably assists in locating the student.  In 
addition to using the contact information provided, we contact embassies, sponsors, and any other 
potential intermediaries, including individuals at the U.S.-address last occupied by the debtor, friends, 
and relatives if possible.  All skip tracing complies with U.S. regulations. 


 Communicating with Debtors–Knowing that the majority of the world’s population is capable of 
speaking English, French, or Spanish, ConServe’s in-house employees who speak these languages are 
valuable in the communication part of the recovery process.  If telephone communication is not 
possible, we communicate via email using the secure, compliant technology built into our student 
website, www.payconserve.com.  Additionally, certain members of management are authorized to 
make and receive calls internationally after hours here, but during business hours in the debtor’s 
locale. 


 Retrieving Funds–In addition to payments received in the mail by check or money order, ConServe 
offers debtors the ability to make payments over the telephone via Western Union, credit card, wire 
transfer, overnight express mail, and “ConServe Smart Pay Check.” Debtors can make online 
payments at www.payconserve.com   We have tracking mechanisms in place to ensure funds arrive 
when expected. 


 
To date, this process has proven effective in recovering a large percentage of dollars owed by 
individuals residing outside of the country. 


 



http://www.payconserve.com/�
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3.3.3   A description of the time frame necessary to acknowledge receipt of assigned claims or accounts 
and to begin work on assigned claims. 


ConServe Work Plan Time Frame 
Within 24 hours of referral or placement, the first notice, including the required Federal validation with 
Mini-Miranda statement, will be sent to the debtor. Each account is assigned a unique ConServe account 
number and personal identification number (PIN) that can be used on our interactive website and our 
automated phone teller system. At the same time a new account acknowledgment will be sent to your 
staff.   


Within 24 Hours: 
 Placement of Accounts – Complete Placement of Accounts 
 Analysis of Accounts – Scrub & Score Accounts 
 Assignment of Accounts – Distribute Accounts to Dedicated Collection Departments 


Within 48 Hours: 
 Initial Collection Activities – Initial Notice Sent, Level 1 Skip Tracing, First Contact Attempts 


Life of the Account: 
 Recurring Collection Activities – Subsequent Attempts, Level II & Level III Skip Tracing, 


Daily Monitoring, Account Updates, Dispute Management 


 Performance Management – Review Established Performance Expectations, Distribute 
Monthly Client Performance Dashboard Reports, Implement Quarterly Client Report Card. 
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3.3.4 A description of when and to what extent mailing, telephone and skip-tracing, filing judgments, 
bankruptcy claims, liens, garnishments, asset search, and other collection efforts will be used in 
terms of type, age and amount of assigned account. 


ConServe has assisted Clients in collection of debt regardless to the age and minimum balance of the 
assigned account. 


Mailing - Collection Notices  


ConServe’s written communications undergo a rigorous compliance program to ensure all letters meet 
state-specific and Federal regulations.  Our compliance officer reviews content regularly to ensure 
compliance, and all letters are subject to a biannual legal review by a Collection Notice Review Panel-
accredited attorney, a function of ACA International.  Letters include a return envelope and payment 
stub for debtor convenience.  The following are the most commonly used in inventory.   


 Validation Notice–Our standard first notice is sent to the debtor notifying them of the debt.  The 
debtor can contact ConServe by telephone, mail or by utilizing our interactive site for debtors, 
www.payconserve.com.  
 Notice of No Response–ConServe sends a second notice if no response or payment is received. 
 Confirmation of Payment Arrangements Agreement–ConServe uses this letter to confirm payment 


arrangements. 
 Broken Promises Letter–ConServe sends this letter if the debtor fails to make a payment as agreed. 
 Notification of Partial Payment Received–ConServe sends this letter in the event a payment is made 


for less than the full balance with no prior payment arrangements. 
 Referral Notice–ConServe may send this letter when an account is under review for possible legal 


action. 
 Consolidation Letter–ConServe sends this letter if a debtor is eligible for consolidation. 
 Formal Notice of Non-Compliance–ConServe may send this letter if a debtor fails to respond to all 


previous notices. 


Samples of these notices are located in Attachment 1. 


Telephone Contact 


Within two business days, new accounts are queued for contact. Our debt counselors make telephone 
attempts manually and through our fully integrated predictive dialing system.  During initial telephone 
contacts with debtors, ConServe debt counselors attempt to achieve several goals for each account using 
a proven process.  For consumer collections the first steps are to verify the identity of the debtor and 
identify oneself to the debtor.  The next include serving the debtor with a mini-Miranda statement and 
asking for payment in full.  To achieve these goals ConServe debt counselors use a scripted statement 
such as: 


“My name is (alias) and I’m a debt counselor with ConServe, representing (Client). (Client) has 
placed a debt in your name for collections. This is an attempt to collect a debt and any 
information obtained will be used for that purpose. Our call may be monitored for quality control 
purposes. I’m calling to give you an opportunity to pay this in full today.” 







 Response to RFP:  Technical SOQ, No. 2026 
Prepared by ConServe 


  


Prepared For: Nevada State Purchasing Division 


Page 35 


ConServe debt counselors then pause and listen to the debtor to determine the reason for non-payment.  
If the debtor expresses any indication that payment in full or in part is possible, our debt counselors are 
trained to use the appropriate techniques needed to motivate the debtor to make full payment 
immediately.  ConServe debt counselors know how to respond to settlement offers, and how to set up 
reasonable and affordable payment arrangements, as well as income contingent repayments. 


Knowing that immediate payment is not often forthcoming, our debt counselors are fully trained to 
identify and address any scenario that could arise affecting an account, from disputes and rehabilitation 
and consolidation opportunities to circumstances involving deferment and forbearance, bankruptcy, 
disability, death, incarceration, hardships, and cancellation. 


Our debt counselors then attempt to develop a profile of the debtor to facilitate future collections, 
soliciting information about the debtor’s occupation and employer, any spouse’s occupation and 
employer, current address and telephone numbers, whether the debtor owns a home or rents, and any 
financial institution relationships. 


As ConServe debt counselors determine what factors are most likely to motivate a debtor to pay, they 
also identify funding sources, including bank accounts, upcoming paychecks, available credit (where 
applicable), refinancing options, and other sources of funds while viewing a Credit Report of the debtor. 


At the conclusion of this initial attempt, ConServe debt counselors close the call courteously and 
professionally, updating the account with all pertinent details needed to ensure the success of future 
efforts. 


If contact is not made on the first call, ConServe debt counselors make subsequent contact attempts at 
alternate times, during business and non-business hours (within FDCPA guidelines).  All calls to 
debtors, co-makers and references, are scheduled between 8:00 a.m. and 9:00 p.m. (based on the 
debtor’s time zone) Monday through Saturday.  Collection efforts continue on each account until contact 
is made or accounts are forwarded for skip tracing to locate assets to continue the process. 


Skip Tracing 
Effective debtor location is a sophisticated and critical element of the recovery process.  ConServe offers 
one of the most thorough and integrated systems available.  Our skilled skip tracers utilize a variety of 
manual and automated tools to locate debtors.  Our skip tracing process consists of three levels. 


Level I: Automated Information Gathering 


The first level is automated information-gathering. Each account that is placed with us for collection will 
have the following skip tracing events take place at the automated information gathering stage level: 


 Check to see if a bankruptcy filing has taken place or if the debtor is deceased 
 Check address with NCOA to see if the debtor has moved. 
 If there is no telephone number listed with the account, cross-reference the address with a national 


database for a current phone number. 
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Level I resources include First Data, bankruptcy search capabilities, Directory Assistance, credit bureau 
reports, other data from major credit bureaus, national change of address data, and surname search 
databases. 


Level II: Debt Counselor Information Review 


If we are unable to obtain a telephone number and or good address for the debtor at the automated skip 
tracing level, the debt counselors will perform the next level of skip tracing. 


Level II resources used may include credit reports obtained from credit repositories, such Experian, 
Equifax, and Trans Union, to check for a current address and place of employment, reverse look ups 
through NSTN, and cross-directory address look ups through a variety of websites. 


Level III: Detailed Information Investigation 


If we are still unsuccessful in obtaining a telephone number and good address for the debtor, the account 
is turned over to our dedicated skip tracing department. At this level, any or all of the following actions 
may take place: 


 Contact other creditors listed on the debtor’s credit report to see if they have more current 
information 


 Contact neighbors of the debtor to see if they have more current information 
 Check Department of Motor Vehicles records 
 Check tax assessor records 
 Check the debtor’s information against several other national databases 


Level III resources used may include the Department of Motor Vehicles, utility companies, licensing 
and voter registration boards, mail directories, international data resources, census records, military 
records, Social Security Number, and relative searches using Accurint. 


The following graphic illustrates this process, showing the progression of the tools we use and in levels 
in which we use them. 


Litigation Processing 


ConServe has fully defined criteria for taking legal action on a Client’s behalf that can be customized to 
meet your requirements.  We can take comprehensive legal action wherever a debtor resides within the 
United States.  Litigation will never be pursued without Client approval. 


Legal Criteria 


After careful review and several attempts to collect the debt by our debt counselors, if a debtor is 
unreasonable or not responding to collection efforts, the account is brought to the attention of the group 
manager.  The group manager researches the account and checks to see if the Client has indicated a 
willingness to sue.  The group manager then reviews the collection efforts made by the debt counselor 
and also researches assets available to the debtor.  If the account balance is a minimum of $1,000, the 
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debtor has verifiable assets, and repeated collection attempts have been unproductive, the account is 
referred to our legal department. 


Pre-Suit Activity 


Our legal department coordinates further action upon receipt of Client approval, including the following 
measures. 


 Pre-Legal Letter–ConServe sends a letter to the Client to confirm the Client’s decision to authorize 
litigation. 


 Attorney Selection–ConServe selects an appropriate attorney for the given case from a wide variety 
of national sources, taking into consideration the debtor’s jurisdiction and other facts of the case.  
Sources include National Commercial Bar Listings, general bar listings, American Lawyers 
Quarterly entries, Clearing House Quarterly entries, Forwarders List Entries, and International 
Lawyers Listings. 


 Case Forwarding–Once an attorney is retained, ConServe forwards case documentation to the 
lawyer or firm with a request for acknowledgement of receipt. 


 Demand Letter–The attorney sends a demand letter to the debtor, informing the debtor of the 
attorney’s role and requesting payment. 


 Payment Arrangements–If the debtor is unable to make a lump sum payment, the attorney attempts 
to set up payment arrangements (subject to our Client’s approval) backed by a Confession of 
Judgment. If the debtor defaults on the payment schedule, the attorney has the means to enter 
judgment. 


 Report–Following this pre-suit period (usually two weeks to thirty days), the attorney submits a 
recommendation for further action. 


Suit Preparation 


If the attorney is unable to obtain payment in full or payment arrangements from the debtor and if 
additional action is approved, the attorney will prepare the case for suit. 


 Court Costs–The attorney initiates the process of securing all fees, including filing fees, service of 
summons and complaint, entry of judgment and execution fees, in advance from the Client.  The 
attorney tracks and records court costs to include them in the total amount of any judgment entered 
against the debtor. 


 Affidavits and Supporting Documentation–The attorney has written statements of fact signed 
before a notary public, including invoices, statement of account, and any other applicable contracts 
and agreements between the Client and the debtor. 


Suit Processing 


Once the attorney receives all of the required information and documents, the attorney initiates the suit 
with a summons.  ConServe takes delivery of the summons and the complaint from the attorney and 
forwards them to the Client for execution.  Upon receipt of the signed summons and complaint from the 
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Client, it is returned to the attorney to send out to a sheriff or marshal for service.  A sheriff or marshal 
then serves the summons and complaint to the debtor. 


The debtor is given 40–45 days to file an answer to the summons and complaint. If no answer is filed, 
the attorney can obtain a default judgment.  If the debtor files an answer—documentation in which the 
debtor presents his side of the story, frequently by denying everything and forcing the Client to prove 
every single allegation raised in the complaint—one of two things will happen: 


 A court date is scheduled and a judge is responsible for reaching a verdict. 
 The attorney requests a motion for summary judgment. This request is initiated in the absence of 


legal grounds for trial or in the event that no defense is raised against the complaint.  
 In the majority of collection cases, the debtor fails to hire an attorney or file an answer. 


The result in both scenarios is typically a judgment in favor of the Client.  Once a judgment is obtained, 
the legal system offers several options for satisfying it, including: 


 Income Execution 
 Property Execution 
 Bank Account Seizure 
 Information Subpoena 


In all cases, ConServe and its authorized attorney take all steps necessary to effect recovery of the 
judgment on behalf of a Client. 


Bankruptcy Claims 


ConServe has extensive experience in processing bankruptcies, both Chapter 7 and Chapter 13, for 
dozens of Clients for which we currently collect student loan, tuition, and miscellaneous portfolios of 
receivables.  Bankruptcy processing efforts are conducted and overseen by a staff of three individuals 
headed by our Vice President of Compliance, Pamela Kelleher.  This team had more than 14 years of 
combined experience in this critical area.  In her capacity as Compliance Officer, Ms. Kelleher has been 
instrumental in developing and implementing ConServe’s Professional Practices Management System 
certification, which governs ConServe’s bankruptcy handling practices. 


When a Chapter 7 bankruptcy is received on an educational loan, ConServe immediately puts the 
account on hold status (to comply with the “Automatic Stay” requirement) and notifies the Client. 


When a Chapter 13 bankruptcy is received on an educational loan, ConServe closes and returns 
the account to the Client. 


Administrative Wage Garnishment  
When a frontline debt counselor determines that a debtor will not voluntarily resolve the debt or the 
debtor simply refuses to honor their obligation to the Federal Government and verifiable employment 
has been ascertained, the frontline debt counselor will refer the account to our Administrative Wage 
Garnishment (AWG) Department.   Additionally, if our Partial Payment Arrangement (PPA) 
Department has identified a debtor has broken their payment agreement and not brought the account 
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current within the required 30 days, the PPA department will also transfer these account to the AWG 
department to initiate the account for inclusion in the AWG process.   


Our AWG Specialist will, upon receipt of a referral from Frontline or PPA departments, again verify the 
employment information, determine that the wages subject to wage garnishment exceed the minimum 
statutory requirements and, if possible, validate that no other garnishments will impede the garnishment 
of the debt owed to the Federal Government.  Once this re-verification is completed and documented 
within our operations system, the AWG specialist will then issue the approved Administrative Wage 
Garnishment Notice letter.  


 


The AWG specialist will continually monitor garnishment payment.  If ongoing garnishment payments 
have subsequently ceased, the AWG specialist will again contact the employer to determine the reason 
why the garnishment order is currently not being honored.  Depending on the circumstance derived from 
this contact with the employer the AWG specialist will document and determine the next viable steps, 
which may include: 


 


In the case that the debtor is no longer employed, return the account to a frontline debt counselor 
to attempt to locate a new employment for the debtor. 


 


If a short term lay-off, or in the case of a teacher out of work for the summer, retain the account 
and periodically call the employer to see if the debtor has returned to work and determine when 
the garnishment payments will be re-initiated; 


 


In the event of extended lay-offs or other long term circumstance the AWG specialist in 
consultation with the AWG Manager will determine the best course of action applicable to the 
account.   
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3.3.5  A description of the criteria to be applied in determining when installment payment of debts will 
be offered and the maximum term of such payment plan agreements. 


Payment Arrangements 
Payment arrangements are based on a debtor profile developed during the normal course of collection 
efforts by debt counselors, in which they review the debtor's present situation from credit report data.  
Using this data and additional information provided by the debtor, debt counselors identify and attempt 
to have the debtor commit to the most beneficial payment terms, with a down payment up front and the 
balance in full payable within 180 days. 


 
 
3.3.6 A description of the maintenance procedures forms and monitoring to be used for payment plan 


agreements. 


Partial Payment Arrangement (PPA) Department 
For those accounts that enter into acceptable voluntary installment plans, including those where approval 
was required, ConServe will monitor and follow up on timely repayments through our Partial Payment 
Agreement (PPA) Department.  This specialized unit will be established as resulting volumes influence 
the effectiveness of our frontline debt counselors. The PPA Department relieves our frontline debt 
counselors of the time consuming activities necessary to ensure timely repayment agreements. This will 
enable our frontline debt counselors to focus their attention on locating, contacting and recovering new 
accounts in their work queues.   


The PPA specialist will be responsible for sending all required letters within the required time frame 
including the approved Partial Payment Agreement letter, the approved Request Denial letter and the 
approved Overdue Payment letter.  It will be the PPA specialist’s responsibility to make follow up 
attempts and contacts with the debtor to bring the account current within 30 days and/or prior to the next 
payment due date.    


 


Our PPA specialist will also make reminder telephone calls prior to the due date to remind the debtor on 
future due dates in order to ensure on time payments.  This process has effectively reduced our 
delinquent partial payments and will help ensure consistent repayment of the entire debt.   
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3.3.7 A description of other collection efforts and when they would be used based upon the type, age 
and amounts of assigned accounts. 


We have assisted Clients in the collection of student loans without regard to the age and minimum 
balance of the debt.  


Letter Service Program 


Letter services allow Clients to outsource all or a portion of their efforts to recover recently past due 
accounts.  This program offers two performance packages ranging from a single letter or a program that 
offers two letters and three calls. 


 Prior to placing accounts into full collection, Letter Services are designed to give students “one 
last chance” to make full payment or payment arrangements, and avoid the consequences of 
full collection, credit reporting, additional financial penalties, etc. 


 
 During the Letter Service Program the Client has the opportunity to close accounts that have 


been satisfied by the program.  At the conclusion of the program, all open accounts will 
automatically be transferred to the Client’s full collection program with ConServe. 


 


Training 
ConServe offers one of the most comprehensive training programs in the industry to augment our staff’s 
skills.  Our interactive training modules include updated information about the Fair Debt Collection 
Practices Act, Fair Credit Reporting Act and the Privacy Act of 1974, plus modules covering collection 
strategies, skip tracing tools, telephone etiquette, and motivational techniques.   


ConServe has created a unique and methodical training program encompassing a detailed curriculum for 
new hires, a comprehensive continuous training plan for all employees, and offsite career development 
instruction for our administrative and management teams.  All of our managers and mentors either have 
or are working toward ACA Professional Collection Specialist credentials and are required to participate 
in training sponsored by ACA International.  This training is imparted to every ConServe employee.  
Our goal is for each of our debt counselors to obtain their ACA Professional Collection Specialist 
credentials.  ConServe maintains full training records on every employee for the duration of their 
employment with ConServe.   


ConServe’s training program is under the direction of William Maron, ConServe’s Director, Staff 
Development, an ACA International Approved Trainer Specialist.  Our Development Specialists are 
ACA Professional Collection Specialists and have recently obtained their Trainer Specialist designations 
from ACA International.  William and our Development Specialists work to provide ConServe’s staff 
with a thorough and continuously updated curriculum.   


In 2010, ConServe conducted and logged 6,349 hours of employee training. 
In 2011, ConServe conducted and logged 8,124 hours of employee training. 
In 2012, ConServe has projected to complete 10,500 hours of employee training. 
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New Hire Training 


The following sections detail ConServe’s new hire training program.   


Classroom Instruction 


Our initial classroom instruction consists of several different training modules with a focus on ConServe 
collection procedures, Federal and state regulatory education, communication skills, role-playing, and 
on-the-job skills coaching. Our training sessions are designed not only to teach our debt counselors 
about the rules and tools for collections, but also to motivate them to provide the best results for our 
Clients.   


The ability to locate debtors or skip trace is a key fundamental to the successful recovery performance 
on any receivable portfolio.  At ConServe, we begin the skip tracing training process early in the 
development of our debt counselors. Skip Tracing modules provide trainees with instruction on various 
skip tracing methodologies. These skills are honed through a series of advanced skip tracing training 
modules that focus on comprehensive auditing of skip tracing techniques, and building off of best 
practice techniques from successful and tenured ConServe debt counselors to further develop their own 
skip tracing skills.  


At the end of the training session ConServe’s new hires are required to demonstrate a working 
knowledge of our collection business, including regulatory compliance, by passing a final written exam 
with a minimum score of 85%. 


Classroom training includes the following training modules: 


 ConServe’s Mission Statement 
 ConServe’s Collection Philosophy  
 Internal Policies & Procedures 
 Regulatory & Compliance Issues 
 Fair Debt Collection Practices Act 
 Family Educational Rights and Privacy Act  
 Gramm-Leach Bliley Act 
 Fair Credit Reporting Act 
 Overview of Computer System & Automation Tools 
 Due Diligence in Debt Collection  
 ConServe’s Team Recovery Approach 
 Skip Tracing 
 Researching the Debtor using Credit Reports and Other Methods 
 Overcoming Objections 
 Administrative Resolutions 
 Payments and Settlements 
 Predictive Dialer Training 
 Role Playing and Hands-On Training 
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Nesting: The Transition of Emerging Collectors at ConServe 


Following the completion of classroom instruction, newly hired ConServe debt counselors are placed in 
a transition area known as Nesting.  During this time period, the training focus shifts from a traditional 
classroom environment, to more of a 1:1, mentor to trainee setting.  The debt counselors are also moved 
into a controlled, live collection environment.   The nesting area is lead by two Nesting Mentors who 
lead the collectors through a series of training modules, and monitor and audit all of their activities and 
interactions with debtors in a live collection environment to provide specific skill development feedback 
and demonstrate techniques integral to becoming a successful long-term debt counselor.  During the 
Nesting period, the new trainee’s performance is closely monitored and measured with a high degree of 
intervention to ensure that good habits are developed as well as proper maintenance of the debt 
counselor’s assigned portfolio of accounts.  


The Nesting area is used to develop the core competencies needed in educational loan collections.  Debt 
counselors attend and actively participate in a series of workshops which focus on developing the skills 
needed to successfully collect on defaulted educational debt.  Areas such as advanced skip tracing, 
and programs such as loan rehabilitation, loan consolidation, administrative wage garnishment, and tax 
offset procedures are examined and covered in great detail in a series on training modules during this 
critical period of a debt counselors development. 


Follow-Up Interviews 


After new debt counselors complete the Nesting period, they meet with the compliance auditor, 
corporate trainer, as well as managers and mentors to evaluate their performance. An appraisal is then 
completed to assess their performance on accounts and their comfort levels while communicating with 
debtors. This provides an opportunity to reinforce recent training, identify areas for improvement, and 
create an action plan for any necessary follow up training that is essential to their success as a collector. 


On-the-Job Instruction 


Following successful completion ConServe’s classroom instruction, new hires are assigned a 
mentor and progress to the collection floor.  Here they work closely with mentors, managers and 
skilled peers for a minimum of two weeks.  Their actions are monitored and evaluated closely.  
Each day includes time for practical observation and critique of current collection activity.  
Continued training is provided as new hires gain experience working accounts. 


Comprehensive Continuous Training 


Because ConServe is committed to continuous improvement, we regularly reinforce basic skills and 
techniques through a variety of training methods.  These include, but are not limited to, ACA tele-
seminars, regulatory updates, one-on-one coaching sessions and refresher courses.  We make every 
effort to ensure that our entire collection staff has or is working toward ACA Professional Collection 
Specialist status. 


ConServe further conducts employee training workshops on both the Fair Debt Collection Practices Act 
(FDCPA) and on Professional Telephone Collectors’ Techniques (PTCT).  The workshops are 
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conducted by ConServe’s Vice President and Privacy & Compliance Officer, who is an ACA 
International Certified Instructor and an approved PPMS Instructor. 


In addition to the initial training on Federal laws, the debt counselors are engaged in several refresher 
courses throughout their tenure.  FDCPA reviews and testing are conducted quarterly, Credit Bureau 
Symposiums are conducted biannually (including FCRA), and both local and state laws are reviewed 
with the collection as updates and amendments require.  


Offsite Career Development Training 


ConServe routinely sends members of the administrative and management teams to various 
conferences and offsite career development training events.  This practice ensures that we 
provide our Clients with a knowledgeable and well trained staff.  Offsite training events also 
afford another avenue for ConServe to remain current with all industry specific news. 


 


ConServe University - Valuable Collection Training Workshop for Clients 


At ConServe we also consistently strive to share our industry knowledge and our PPMS best practices 
with our Clients. Through our signature ConServe University program, we offer our Clients one of the 
most comprehensive training workshops available to help augment the skills of College and University 
staff.  Our interactive ConServe University program provides training on collection strategies, skip 
tracing tools, telephone etiquette, and motivational techniques. We have conducted these programs for 
more than 150 schools and were hosted by Stanford University, Loyola Marymount University, DePaul 
University, Harvard University, Florida State University, San Jose State University, University of 
Georgia, University of Texas at Arlington, Southern Methodist University and Princeton University. 


Our Certified ACA instructor conducts all of our training programs. Our ConServe University program 
is customizable to meeting the specific needs of our Clients and is a service that we provide free of 
charge.  
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3.3.8 A description of the criteria according to which settlement for partial payment of a debt will be 
recommended. 


Settlements 
ConServe adheres to any blanket settlement parameters allowed by Clients, or, alternatively, refers 
individual offers to Clients for consideration.  The implementation of settlement authority for a specific 
Client is included in debt counselor project training and may be included on any appropriate settlement 
solicitation letters sent to good addresses. 


 
3.3.9 A description of the criteria to be applied when debt collection efforts are no longer cost 


effective. 


Close and Return 
When we are establishing the operating parameters of our relationship during the "Good Start" program, 
an automatic close and return date will be set which is typically 12 months. Requests to close and return 
accounts are processed immediately.  An operations manager reviews all requests for closure and 
advises your designated staff member of any pending payments or consolidations in process prior to the 
request.  On a monthly basis, all qualifying ConServe Clients receive a close and return report reflecting 
all such activity.  Additionally, ConServe can perform a systematic scan of its database based on your 
criteria to select matching accounts, which may then be closed and returned.  There are no additional 
charges or fees associated with requesting the closure of accounts. 


 
3.3.10 A description of the criteria proposed when reporting debts to a credit reporting agency, amount, 


age, etc. 


Credit Bureau – Collection Account Reporting 
ConServe has the ability to credit report, if required for accounts with a minimum balance of fifty-
dollars. 


When reporting debtors to credit bureaus, we do so in compliance with Federal laws, our internal 
policies, and your guidelines.  We can report to one or more national bureaus.   Debt Counselors may 
use the possibility of credit bureau reporting as leverage during conversations with debtors, urging 
payment in full or some other form of resolution.  ConServe provides updates to the credit bureaus 
electronically. 


Credit Bureau – Collection Account Removal 
ConServe will remove Collection Accounts from consumer credit files following our Client’s Close and 
Return policy and in the event that an account was placed with our Agency in error.   The FCRA 
requires that we remove accounts from credit reporting when the consumer requests proof of the debt 
and we are unable to provide proof in a reasonable amount of time.  All other accounts that have been 
credit reported will be updated, as payments are posted to accounts to ensure balance accuracy in 
reporting; and when accounts are Paid in Full, the accounts will be updated to reflect that status.   
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3.3.11 A description of the procedures through which collection will be recommended for legal services 
or litigation, the criteria for determining the appropriateness of legal services or litigation and the 
mechanisms through which the State will be notified of the need for legal services, apprised of 
legal services status, including a description of the frequency and content of periodic reports to 
the State. Procedures for conducting legal services that may occur outside of the State of Nevada 
must also be described.  Any awarded vendor shall not employ, retain or otherwise utilize legal 
counsel in the performance of any work within the scope of the contract without prior 
authorization from the State Controller’s Office.  


ConServe has read, understands and agrees to comply, legal counsel will not be utilized without 
prior authorization from the State Controller’s Office. 


ConServe has a department devoted to the outsourcing of accounts to Licensed Attorneys providing 
litigation services.  The department staff includes a Legal Manager, a Legal Assistant and has access 
to ConServe’s General Counsel.  ConServe’s Legal Manager has over ten (10) years experience with the 
company and managing the litigation of accounts nationally.  ConServe’s General Counsel has over 
ten (10) years of experience as a collection litigation attorney in New York.  Please see a brief summary 
of her qualification below: 
 
Pamela D. Baird, Esq., is General Counsel for Continental Service Group, Inc. d/b/a ConServe.  Her 
memberships include the Monroe County Bar Association, ACA International and the National 
Association of Retail Collection Attorneys. Pam is a former member of ACA International’s Member’s 
Attorney Program Committee.  


Accounts are referred to an experienced attorney in Agency’s Attorney network for commencement of 
lawsuits and if necessary, post-judgment enforcement remedies. 


ConServe is capable of legal action in the State of Nevada.  Legal accounts are referred to an 
experienced attorney in Agency’s network for commencement of lawsuits and if necessary, post-
judgment enforcement remedies. 


Litigation Procedures 


ConServe has fully defined criteria for taking legal action on a Client’s behalf that can be customized to 
meet your requirements.  We can take comprehensive legal action wherever a debtor resides within the 
United States.  Litigation will never be pursued without Client approval. 


Legal Criteria 
After careful review and several attempts to collect the debt by our debt counselors, if a debtor is 
unreasonable or not responding to collection efforts, the account is brought to the attention of the group 
manager.  The group manager researches the account and checks to see if the Client has indicated a 
willingness to sue.  The group manager then reviews the collection efforts made by the debt counselor 
and also researches assets available to the debtor.  If the account balance is a minimum of $1,000, the 
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debtor has verifiable assets, and repeated collection attempts have been unproductive, the account is 
referred to our legal department. 


Pre-Suit Activity 
Our legal department coordinates further action upon receipt of Client approval, including the following 
measures. 


 Pre-Legal Letter–ConServe sends a letter to the Client to confirm the Client’s decision to authorize 
litigation. 


 Attorney Selection–ConServe selects an appropriate attorney for the given case from a wide variety 
of national sources, taking into consideration the debtor’s jurisdiction and other facts of the case.  
Sources include National Commercial Bar Listings, general bar listings, American Lawyers 
Quarterly entries, Clearing House Quarterly entries, Forwarders List Entries, and International 
Lawyers Listings. 


 Case Forwarding–Once an attorney is retained, ConServe forwards case documentation to the 
lawyer or firm with a request for acknowledgement of receipt. 


 Demand Letter–The attorney sends a demand letter to the debtor, informing the debtor of the 
attorney’s role and requesting payment. 


 Payment Arrangements–If the debtor is unable to make a lump sum payment, the attorney attempts 
to set up payment arrangements (subject to our Client’s approval) backed by a Confession of 
Judgment. If the debtor defaults on the payment schedule, the attorney has the means to enter 
judgment. 


 Report–Following this pre-suit period (usually two weeks to thirty days), the attorney submits a 
recommendation for further action. 


Suit Preparation 
If the attorney is unable to obtain payment in full or payment arrangements from the debtor and if 
additional action is approved, the attorney will prepare the case for suit. 


 Court Costs–The attorney initiates the process of securing all fees, including filing fees, service of 
summons and complaint, entry of judgment and execution fees, in advance from the Client.  The 
attorney tracks and records court costs to include them in the total amount of any judgment entered 
against the debtor. 


 Affidavits and Supporting Documentation–The attorney has written statements of fact signed 
before a notary public, including invoices, statement of account, and any other applicable contracts 
and agreements between the Client and the debtor. 


Suit Processing 
Once the attorney receives all of the required information and documents, the attorney initiates the suit 
with a summons.  ConServe takes delivery of the summons and the complaint from the attorney and 
forwards them to the Client for execution.  Upon receipt of the signed summons and complaint from the 
Client, it is returned to the attorney to send out to a sheriff or marshal for service.  A sheriff or marshal 
then serves the summons and complaint to the debtor. 
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The debtor is given 40–45 days to file an answer to the summons and complaint. If no answer is filed, 
the attorney can obtain a default judgment.  If the debtor files an answer—documentation in which the 
debtor presents his side of the story, frequently by denying everything and forcing the Client to prove 
every single allegation raised in the complaint—one of two things will happen: 


 A court date is scheduled and a judge is responsible for reaching a verdict. 
 The attorney requests a motion for summary judgment. This request is initiated in the absence of 


legal grounds for trial or in the event that no defense is raised against the complaint.  
 In the majority of collection cases, the debtor fails to hire an attorney or file an answer. 


The result in both scenarios is typically a judgment in favor of the Client.  Once a judgment is obtained, 
the legal system offers several options for satisfying it, including: 


 Income Execution 
 Property Execution 
 Bank Account Seizure 
 Information Subpoena 


In all cases, ConServe and its authorized attorney take all steps necessary to effect recovery of the 
judgment on behalf of a Client. 


Litigation Reports 
Clients are provided the option of receiving a monthly Litigation Report listing all accounts authorized 
for litigation, the amount claimed in the lawsuit, the status of the litigation process, the judgment amount 
and the amount of legal fees awarded, the amount ConServe has received for legal fees, the amount of 
payments received toward the outstanding balance, and outstanding balance of the account. 


Legal Services Outside of the State of Nevada 


ConServe has business relationships with law firms associated with the Commercial Law League of 
American (CLLA) and the National Association of Retail Collection Attorneys.  These business 
relationships are coordinated by ConServe's litigation department.  The litigation Department manages 
the entire litigation process for creditors and outsources qualified accounts to licensed attorneys in all 50 
States in the U.S, the District of Columbia and the Commonwealth of Puerto Rico.  ConServe's Legal 
Manager has more than ten years experience in managing this outsourced process. 


The legal contact and liaison is:  
Jennifer Mantell 
Legal Manager 
jmantell@conserve-arm.com 
(800) 724-7500 Ext. 2273 


 
 
 



mailto:jmantell@conserve-arm.com�
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3.3.12 A description of the procedure and time frame for the return of any accounts to the State 
Controller’s for circumstances detailed in Section 1.2, Overview and Scope of Work. 


Close and Return 


When we are establishing the operating parameters of our relationship during the "Good Start" program, 
an automatic close and return date will be set which is typically 12 months. 


Requests to close and return accounts are processed immediately.  An operations manager reviews all 
requests for closure and advises your designated staff member of any pending payments or 
consolidations in process prior to the request.  On a monthly basis, all qualifying ConServe Clients 
receive a close and return report reflecting all such activity.  Additionally, ConServe can perform a 
systematic scan of its database based on your criteria to select matching accounts, which may then be 
closed and returned.  There are no additional charges or fees associated with requesting the closure of 
accounts. 


 
3.3.13 Examples of demand notices, letters, forms and telephone communication procedures and other 


methods used. 


Collection Notices  


ConServe’s written communications undergo a rigorous compliance program to ensure all letters meet 
state-specific and Federal regulations.  Our compliance officer reviews content regularly to ensure 
compliance, and all letters are subject to a biannual legal review by a Collection Notice Review Panel-
accredited attorney, a function of ACA International.  Letters include a return envelope and payment 
stub for debtor convenience.  The following are the most commonly used in inventory.   


 Validation Notice–Our standard first notice is sent to the debtor notifying them of the debt.  The 
debtor can contact ConServe by telephone, mail or by utilizing our interactive site for debtors, 
www.payconserve.com.  
 Notice of No Response–ConServe sends a second notice if no response or payment is received. 
 Confirmation of Payment Arrangements Agreement–ConServe uses this letter to confirm payment 


arrangements. 
 Broken Promises Letter–ConServe sends this letter if the debtor fails to make a payment as agreed. 
 Notification of Partial Payment Received–ConServe sends this letter in the event a payment is made 


for less than the full balance with no prior payment arrangements. 
 Referral Notice–ConServe may send this letter when an account is under review for possible legal 


action. 
 Consolidation Letter–ConServe sends this letter if a debtor is eligible for consolidation. 
 Formal Notice of Non-Compliance–ConServe may send this letter if a debtor fails to respond to all 


previous notices. 


Samples of these notices are located in Attachment 1. 
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Telephone Contact 


Within two business days, new accounts are queued for contact. Our debt counselors make telephone 
attempts manually and through our fully integrated predictive dialing system.  During initial telephone 
contacts with debtors, ConServe debt counselors attempt to achieve several goals for each account using 
a proven process.  For consumer collections the first steps are to verify the identity of the debtor and 
identify oneself to the debtor.  The next include serving the debtor with a mini-Miranda statement and 
asking for payment in full.  To achieve these goals ConServe debt counselors use a scripted statement 
such as: 


“My name is (alias) and I’m a debt counselor with ConServe, representing (Client). (Client) has 
placed a debt in your name for collections. This is an attempt to collect a debt and any 
information obtained will be used for that purpose. Our call may be monitored for quality control 
purposes. I’m calling to give you an opportunity to pay this in full today.” 


ConServe debt counselors then pause and listen to the debtor to determine the reason for non-payment.  
If the debtor expresses any indication that payment in full or in part is possible, our debt counselors are 
trained to use the appropriate techniques needed to motivate the debtor to make full payment 
immediately.  ConServe debt counselors know how to respond to settlement offers, and how to set up 
reasonable and affordable payment arrangements, as well as income contingent repayments. 


Knowing that immediate payment is not often forthcoming, our debt counselors are fully trained to 
identify and address any scenario that could arise affecting an account, from disputes and rehabilitation 
and consolidation opportunities to circumstances involving deferment and forbearance, bankruptcy, 
disability, death, incarceration, hardships, and cancellation. 


Our debt counselors then attempt to develop a profile of the debtor to facilitate future collections, 
soliciting information about the debtor’s occupation and employer, any spouse’s occupation and 
employer, current address and telephone numbers, whether the debtor owns a home or rents, and any 
financial institution relationships. 


As ConServe debt counselors determine what factors are most likely to motivate a debtor to pay, they 
also identify funding sources, including bank accounts, upcoming paychecks, available credit (where 
applicable), refinancing options, and other sources of funds while viewing a Credit Report of the debtor. 


At the conclusion of this initial attempt, ConServe debt counselors close the call courteously and 
professionally, updating the account with all pertinent details needed to ensure the success of future 
efforts. 


If contact is not made on the first call, ConServe debt counselors make subsequent contact attempts at 
alternate times, during business and non-business hours (within FDCPA guidelines).  All calls to 
debtors, co-makers and references, are scheduled between 8:00 a.m. and 9:00 p.m. (based on the 
debtor’s time zone) Monday through Saturday.  Collection efforts continue on each account until contact 
is made or accounts are forwarded for skip tracing to locate assets to continue the process. 


 







 Response to RFP:  Technical SOQ, No. 2026 
Prepared by ConServe 


  


Prepared For: Nevada State Purchasing Division 


Page 51 


Skip Tracing 
Effective debtor location is a sophisticated and critical element of the recovery process.  ConServe offers 
one of the most thorough and integrated systems available.  Our skilled skip tracers utilize a variety of 
manual and automated tools to locate debtors.  Our skip tracing process consists of three levels. 


Level I: Automated Information Gathering 


The first level is automated information-gathering. Each account that is placed with us for collection will 
have the following skip tracing events take place at the automated information gathering stage level: 


 Check to see if a bankruptcy filing has taken place or if the debtor is deceased 
 Check address with NCOA to see if the debtor has moved. 
 If there is no telephone number listed with the account, cross-reference the address with a national 


database for a current phone number. 


Level I resources include First Data, bankruptcy search capabilities, Directory Assistance, credit bureau 
reports, other data from major credit bureaus, national change of address data, and surname search 
databases. 


Level II: Debt Counselor Information Review 


If we are unable to obtain a telephone number and or good address for the debtor at the automated skip 
tracing level, the debt counselors will perform the next level of skip tracing. 


Level II resources used may include credit reports obtained from credit repositories, such Experian, 
Equifax, and Trans Union, to check for a current address and place of employment, reverse look ups 
through NSTN, and cross-directory address look ups through a variety of websites. 


Level III: Detailed Information Investigation 


If we are still unsuccessful in obtaining a telephone number and good address for the debtor, the account 
is turned over to our dedicated skip tracing department. At this level, any or all of the following actions 
may take place: 


 Contact other creditors listed on the debtor’s credit report to see if they have more current 
information 


 Contact neighbors of the debtor to see if they have more current information 
 Check Department of Motor Vehicles records 
 Check tax assessor records 
 Check the debtor’s information against several other national databases 


Level III resources used may include the Department of Motor Vehicles, utility companies, licensing 
and voter registration boards, mail directories, international data resources, census records, military 
records, Social Security Number, and relative searches using Accurint. 
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3.3.14 A description of any other relevant information supporting the vendor’s ability to perform the 
scope of work outlined in Section 1 of the RFQ.  Vendors may include descriptions of any 
additional services they may desire to provide.  Such additional services may include:  skip 
tracing, computer interface, courier pick-up service for reports and referrals, specialized 
collection reports or letters, financial reports on creditors, providing agency with "read only" 
computer access to clarify balances on assigned cases, etc. 


ConServe’s Ability to Perform 


We strongly believe the most significant benefit from our service proposal is that The State of Nevada 
will be partnering with an industry certified, top performing collection agency


 


.  ConServe has provided 
accounts receivable services since its inception in 1985 and we focus primarily on the successful 
recovery of debt for Clients participating in Federal financial aid programs, such as Guaranty Agencies, 
Private lenders and over 450 public and private colleges and universities and proprietary educational 
institutions along with Clients with account receivable related to general consumer and commercial 
debts such as fines, loans, medical debts, grants and other general account receivables.  Our “debt 
counseling” and “team recovery” approach along with our state-of-the-art collection system, has 
established ConServe as perennial leader in the industry and is evidenced by: 


• Top Performing Collection Agency:


 


  Our #1 Collection Agency Ranking by the US Department 
of Education for achieving the most dollars collected and the highest recovery rates on the small 
business student loan collection contract that began in 2004.  On January 8, 2009, ConServe’s 
premiere performance was recognized as we were promoted to the highly coveted “unrestricted” 
student loan collection contract.  


• Industry Certified:  ConServe has also achieved the ACA International Professional Practices 
Management System (PPMS) certification. Currently less than 1% of the more than 6,000 
collection agencies have been able to successfully achieve and maintain this certification which 
has been recognized as the collection industry’s standard for quality management.  ConServe 
was the 4th


 
 agency to achieve this distinction and has maintained our certification since 2001.  


Additionally, with ACA and PPMS certified instructors on staff, we have created ConServe 
University, which conducts regional events throughout the year and is offered at no charge.   Our 
training curriculum ranges from foundation based collection techniques to open collaboration 
with our participating Clients on key topics specific to the region. 
 


• Collection Specialists:  We conduct Client Report Card Surveys several times throughout each 
year as well as provide Client Performance Dashboards each month for all of our Clients.  Our 
quantitative results, coupled with the qualitative feedback from our Clients ensure that we 
understand our Clients’ needs and that we are able to measure our performance against very 
specific Client expectations.  In our 2Q2011 Client report card, three out of every four Clients 
ranked ConServe as their top performing collection agency. 
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Computer Interface 


ConServe’s technological capabilities are among the most advanced in the industry.  Our dedication to 
advanced technology is evident in nearly every aspect of the organization.  We use this technology to 
ensure efficiency and results.  Our system is comprised of a state-of-the-art hardware and software, 
predictive dialing, digital telecommunications technology and call recording, electronic payment tools, 
and Web access to data not only for you and your staff, but also for individuals whose accounts you 
have referred to us for service. The following sections provide an overview of our technology. 


Flexible Automated Collection System Ontario Systems 


ConServe utilizes the Flexible Automated Collection System (FACS), a product of Ontario Systems, 
LLC.  “Today, Ontario Systems: Works with more than 50,000 account representatives every day [and] 
is the preferred technology partner for 9 of the 10 largest collection agencies” (Source: 
www.ontariosystems.com).  This time-tested and well-proven system provides collection agencies 
with numerous modules that can be integrated based on an agency’s needs, including the following 
modules ConServe will have available for use in this engagement. 


 FACS Graphical User Interface (GUI)–Provides users, including ConServe debt 
counselors and Clients, the ability to access accounts and other functions of the system via a 
browser-based GUI. 


 FACSQL–Enables ConServe to easily manipulate data and complete import and export 
functions to and from FACS to or from any other ODBC-compliant application for any 
information management or presentation needs; supports SQL standards. 


 Guaranteed Contacts Compact PCI (GC Compact PCI)–Gives ConServe predictive 
dialing capabilities fully integrated with other components of the systems architecture in 
place; provides a continuous flow of contacts to increase productivity and efficiency while 
enhancing management control. 


 OSC Link–Lets ConServe interface seamlessly and automatically with industry partners 
with which connectivity is essential, such as data vendors; increases productivity and 
performance by enabling ConServe to import fielded credit reports, making the data subject 
to queries; supports FTP; and, allows full access to return data and workflow tools. 


 Signature (IVR)–Lets account holders and Clients check balance information, make 
payment arrangements and complete other transactions through a touch-tone phone, 
eliminating human intervention; delivers calls to ConServe debt counselors simultaneously as 
records appear on screen 


 Voice Trak–Gives ConServe the ability to record all voice traffic; lets users access accounts 
on screen and click an icon to immediately play an archived call; acts as a tool for training, 
quality assurance, and risk mitigation. 


 Enable–Lets ConServe quickly and efficiently write interfaces to accommodate Clients’ data 
record layout formats; features reconcile-in and reconcile-out functions to isolate and 
overcome balance discrepancies between ConServe’s records and Clients’ records. 



http://www.ontariosystems.com/�
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 DISQ–Enables ConServe to systematically scan, archive, and retrieve all correspondence 
received via hardware and software components. 


 CheckWriter–Lets ConServe debt counselors obtain checking account data for processing; 
minimizes data entry and turnaround time on payments. 


ConServe has included sample screenshots of a test account in the FACS Workstation.  These are 
of windows frequently viewed by our debt counselors. 


 General 
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 Finance 
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Debt Counselor Monitoring 


ConServe monitors its collection staff through close management oversight and technology.  We assign 
staff to monitor debt counselors’ conversations with debtors.  These monitoring sessions reveal areas of 
improvement and help prevent lapses in compliance.  Each debt counselor is monitored on a weekly 
basis to ensure our regulatory compliance.   


Compliance Technology 


Our collection system allows us program compliance with contractual and regulatory requirements, 
including the scheduling of due diligence events, into the software’s automation features.  Also, 
ConServe's Digital Voice Recording & Monitoring System (DVRM) ensures compliance.  The DVRM 
digitally records all inbound and outbound voice traffic that passes through the switch and archives all 
conversations by date and time of call for fast and easy reference and retrieval.  The system also allows 
for real-time monitoring of calls. ConServe retains all Voice Recordings for a period of 90 days, as 
outlined in ConServe’s Voice Recording System Record Retention Policy. 


Our processes and technology provide an excellent level of protection against alleged violations of the 
Fair Debt Collection Practices Act and are useful in the event of a complaint or any other allegations. 


Telephone System 


ConServe utilizes redundant Avaya™ S8720 Media Servers formatted with Avaya Aura™ 
Communications Manager® Software.  Our Avaya™ Communication Manager platform is currently 
configured for 592 T-1 ports and 526 extension ports, but can support up to 28000 ports.  Our phone 
system supports incoming calls by directing them to predetermined locations based on preset criteria, 
such as time of day or type of call.  This matches callers with the best available agent quickly and 
efficiently.  Computer Telephony Integration (CTI) support allows for caller identification and enables 
call accounting and recording.  ConServe has also added Session Initiation Protocol (SIP) capabilities to 
its telephony platform, adding greater flexibility for growth, application integration, and interoperability.   


Our Voice Mail system is supported by Intuity™  Audix®  Multimedia Messaging System providing us 
with a universal messaging platform for voice messaging, fax, and e-mail access. Message access is 
accomplished through both a telephone user interface and a visual desktop computer interface. Text-to-
speech capabilities further allow our users to access messages anytime, anywhere. 


Our systems are monitored 24 hours a day, seven days a week.  This ensures full system capabilities at 
all times and instant service for any problems that may occur. 


Predictive Dialing 


ConServe utilizes Ontario Systems’ Guaranteed Contacts predictive dialing solution. The advanced 
features of the Guaranteed  Contacts contact management system are integrated with our industry 
standard FACS collection system and provide augmented contact capabilities, enhance workflow and 
prioritization processes, and maximize recovery efficiency.  
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The Guaranteed Contacts system provides ConServe with the following benefits: 


- Seamless Integration – Complete integration with the FACS collection system provides 
real-time access to “live” contact account records and reduces wait time normally 
associated with third-party contact management systems 


- Increased Productivity –  


o Call-by-Call blending allows continued outbound calling while simultaneously 
managing inbound calling 


o Dynamic call recording tied to account records 
o Call routing based on account ownership, with automated account searches and 


screen pops for inbound calls 
o Flexible campaign pacing enhances call processing flow while minimizing wait 


times and hang-ups 


- Enhanced Management Control 
o Real-time and historical efficiency evaluation 
o Advanced statistical monitoring  and analysis using integrated reporting 


functionality 
o Real-time monitoring and coaching abilities 


- Increased Efficiency 
o Automatically manages the mix of inbound and outbound calls to match client 


specifications 
o Skills-based routing 
o Answering machine detection with the ability to offload message delivery 


Data Transfer 


Data Transfer ConServe offers a dedicated fiber connection with its Internet Service Provider and can 
accept your accounts/data in any digital format, including: 


 Extensible Macro Language (XML) - ConServe’s Collection Management System supports 
the capability to both process and produce data files in an XML format or business reporting 
documents within an XBRL format.  XML formats are routinely utilized for data exchanges 
between ConServe and its business partners.  For example, ConServe currently exchanges 
multiple transaction files per day to the U.S. Treasury’s Pay.Gov payment processing center 
utilizing a streaming XML format.   
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 File Transfer Protocol (FTP) – We can assign your Information Technology staff a unique 
user ID and password. Once online and at the ConServe FTP site, your personnel can then 
send account data directly from a computer at your site.  Many of our Clients use this file 
transfer method because it is one of the fastest and most efficient ways to transfer account 
information.  Additionally, ConServe can provide its PGP encryption key to ensure that 
placement files remain protected during transmission.   


 Electronic Placement (EP24) Services–ConServe continues to uphold its tradition of 
innovation by offering electronic placements via the Internet using our secure website, 
www.conserve-arm.com.  Clients may enter accounts into a Microsoft Excel template or into 
a form accessible on the website.  Clients may also upload placement files using ConServe’s 
secure website. 


 Magnetic and Optical Media–Though rarely used today, ConServe can still accept your 
accounts via tape, diskette, CD, DVD or any other magnetic or optical media. 


Data Security 


For security purposes, a valid keycard is required to enter the data center, with only a few qualified 
employees allowed into the area.  ConServe’s private network is protected by a firewall.  Outside access 
to the ConServe network is allowed only through a virtual private network (VPN), and all traffic is 
encrypted with AES-256-bit encryption.  Access to the computers on our Windows security domain is 
password-protected, with users required to choose a new, unique complex password every 60 days. To 
prevent unauthorized use, all employees are required to lock their terminals when they are away from 
their desks.  Terminated employees have their network permissions revoked immediately. 


Physical Security 


The first frontier of protecting the security and confidentiality of Client and debtor information is the 
physical security of our facilities and equipment.  ConServe maintains the security of its facilities and 
equipment in three ways:  


 Denying Access:  ConServe’s facilities are monitored by a fully operational alarm system.  Our 
security company, Infiniti Security, has a call list that includes the CFO, the Manager of IT, the 
President, and other IT employees.  When an alarm is received during normal business hours Infiniti 
Security calls successively down the list.  In the event no contact is made or the wrong code is 
provided by the contact, law enforcement is dispatched.  If an alarm is received after business hours, 
law enforcement is dispatched before anyone else is contacted.   


 
 Controlling Access:  Only employees are allowed access to ConServe’s headquarters.  Entrance to 


ConServe facilities is granted and recorded by card access readers.  Employees are granted clearance 
to access only the areas of the building pertinent to their job.  For example, access to the Data Center 
and the portion of the building devoted to our contract with the US Department of Education is 
strictly limited and controlled.  When we have visitors to our headquarters, they are contained in an 
area separate from our offices and operations until they can be screened by our receptionist.  Once 
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their identity and purpose are confirmed, they are then given a badge marked “Visitor” and escorted 
at all times. 


 
 Monitoring Access:  In addition to card access readers recording the movement of authorized 


personnel, all doors to our facility as well as key areas of the office are monitored by cameras 24 
hours a day, 7 days a week.  Our surveillance cameras record via Digital Video Recorder (DVR) and 
recordings are stored for two weeks.  The DVR recordings are stored on a server to which only two 
employees have logins and passwords. 


Disaster Recovery 


ConServe’s Disaster Recovery Plan works as a three-step process and addresses all major aspects of 
recovery in the event of a natural, deliberate, environmental, accidental, or other disaster.  The plan is 
reviewed periodically to make sure it reflects changes in our working environment, outlining a purpose 
and scope, the affected departments, and detailed procedures within a preparatory phase, an emergency 
phase, and a recovery phase for facilities, technology, and staffing.  This document is a part of 
ConServe’s quality assurance-focused PPMS, which must be approved by ACA International as a 
workable, well conceived plan prior to certification. 


 Preparatory Phase- This is phase one; it identifies the scope of operations that must be 
addressed, including preventative measures applicable to technology and facilities, and 
details the method and frequency with which changes to the plan are communicated among 
ConServe management team members.  


 Emergency Phase- This is phase two of the plan; it addresses specific responsibilities and 
the timing and sequence of events to be taken during an actual disaster.   


 Recovery Phase- This third phase deals with the details of reconstruction of the primary site 
and ConServe’s technology infrastructure after disaster recovery has occurred. 


The plan includes detailed contact data for numerous management team members.  In the event of a 
disaster, the management team members who initially are aware of events would notify the others.  At 
that time, all management team members would participate in executing the disaster recovery plan.   


Recovery would be primarily a cold-site operation, with ConServe securing the necessary facilities and 
hardware needed to resume operations as quickly as possible once a disaster occurs.  The plan therefore 
also includes detailed contact data for key suppliers and business partners and outlines the steps to be 
taken to solicit assistance from these parties.  Office space in the area surrounding our Fairport, New 
York, facility is widely available, and all major components of our technology infrastructure are 
industry-standard commodities widely distributed and available through multiple procurement channels 
in the vicinity. 


ConServe’s Disaster Recovery plan dictates that all operations- and business-critical data are backed up 
at regular intervals and stored in a secure offsite location. Our primary data center features redundant 
systems, a dry-agent fire-suppression system, a centralized high-capacity Uninterruptible Power Supply, 
and an environmental monitoring and response system. Our secondary data center, located in an offsite 
facility, features redundant telecommunications connections, failover UPS systems, diesel generators, 
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clean agent fire suppression and environmental monitors. This facility houses secondary failover 
systems and replicated business-critical data. Together, the features of our Disaster Recovery Plan and 
Infrastructure allow for rapid response and recovery in the event of a disaster scenario. 


The following table lists the content areas of our plan.  A copy of the plan will be made available upon 
request. 


 
 


 Disaster Recovery Plan Content Areas 
 
Preparatory Phase 
 Facility–Existing Plan 
 Insurance 
 Alarm Systems 
 Emergency Communications 
 Temporary Headquarters 
 Technology–Existing Plan 
 Telecommunications 
 Computer Equipment 
 Software 
 Hardware 
 Miscellaneous Office Equipment 
 Documentation & Records 
 Corporate Documents 
 Proposed Documentation and Records 


Enhancements 
 Personnel Records 
 Staffing–Existing Plan 
 Disaster Plan 
 Employee Listing 
 Proposed Staffing Enhancements 


 
Emergency Phase 
 Emergency Team Contacts 
 Tornado/Threatening Weather 
 Fire 
 Accident or Injury 
 Steps to Disaster Recovery–Technology 
 Steps to Disaster Recovery–Facility  
 Telephone System 
 Enterprise Hardware 
 User Hardware and Software 
 Miscellaneous Office Equipment 
 Documentation and Records 
 
Recovery Phase 
 Facility 
 Technology 
 Post-Disaster Plan Review  
 Facility Maintenance Numbers 
 Equipment Maintenance Numbers 
 Suppliers 
 Appendix 1: Insurance Contact Numbers 
 Appendix 2: T-1 Recovery 
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Performance Standards and Quality Control 


Quality checks are performed daily and upon the completion of specific events.  A segment of accounts 
are audited daily and certain events trigger additional quality assurance checks under our Professional 
Practices Management System certification.  ConServe has both a compliance officer and seven quality 
control auditors on staff.  They are responsible for conducting audits and inspections of ConServe’s 
operations.  Our quality control auditors conduct audits to inspect ConServe’s collection activities to 
verify that our service conforms to both our Clients' requirements and ConServe’s own internal 
requirements, while our compliance officer conducts internal quality audits of ConServe’s entire 
management system. 


Compliance Audits 


ConServe undergoes multiple, overlapping, rigorous audits, both external and internal, as a standard part 
of company operations every fiscal year.  These audits affect all aspects of operations.  


External compliance audits include financial audits conducted during the development of our financial 
statements and those performed as part of the Federal Third Party Servicer Audit.  Accounting firm 
Insero & Company CPAs, P.C. conducts both audits. 


Internal compliance audits include operational audits conducted by our quality control auditors on a 
periodic basis, Client-specific audits conducted by ConServe personnel in compliance with contracts 
with such Clients, and audits related to our PPMS certification.  Each element of ConServe’s PPMS 
certification must be audited annually.  Operational audits conducted by our quality control auditor are 
designed to verify compliance with internal guidelines for resolving Client issues, conducting training, 
encouraging continuous process improvements, and identifying non-conformity and corrective actions. 


The Federal audit correlates with the requirements of our PPMS certification, Client-specific audits, and 
quality control operational audits.  This level of redundancy ensures the highest level of quality available 
on the market today 


PPMS Certification 
The ACA International Professional Practices Management System (PPMS) certification is the hallmark 
of ConServe’s quality assurance capabilities.  As stated on ACA International’s website 
(acainternational.org), “PPMS is a management system for collection agencies based upon developing, 
implementing and adhering to a set of industry-specific professional practices and policies.”  
Specifically, it is a series of 18 elements of operations that comprise a benchmark for excellence in our 
industry and demand the highest measures of quality, consistency, effectiveness, and performance from 
certification holders. 


Currently, only a fraction of 1% of the more than 6,000 collection agencies offers the benefits of this 
certification to Clients.  The following graphic illustrates this point. 
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The following table provides a general overview of the hurdles PPMS applicants must overcome to 
claim the prestige of a PPMS-certified collection agency.  Portions of these points have been extracted 
from ACA International documentation on the program. 


 


 
Professional Practices Management  
System Certification 


Management Responsibility–Requires the documentation of executive management’s policy concerning: Client 
satisfaction, continuous improvement, and prevention of negative impacts on the collection industry; requires 
management to provide the resources to carry out its policy; requires a periodic review of the management system to 
compare performance to management policy; ensures executive management provides vision and leadership; places 
responsibility on executive management to define, implement, and maintain the management system. 


Management System–Requires a documented management program that: implements the organization’s policies, 
plans and objectives and reflects key management practices; ensures an agency’s management practices are 
consistent; makes certain that an agency’s management practices provide services that meet Client needs; provides a 
baseline against which to measure and improve performance. 
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Professional Practices Management  
System Certification 


Review of Client Issues–Defines a Client’s needs and expectations; reviews regulatory requirements; defines 
communication protocol; tracks amendments to agreements; ensures agency will be able to meet a Client’s needs 
before placing accounts. 


Document and Data Control–Establishes control documents and data to ensure that they are current, accessible 
where needed, reviewed and revised as necessary, and purged of obsolete documents; makes sure the documents and 
data an agency is using are current and available. 


Purchasing–Establishes controls over an agency’s purchasing process that have a direct affect on services; ensures 
the goods and services received from vendors meets the agency’s requirements; leads to a satisfied Client. 


Control of Client and Customer-Supplied Data–Requires establishment of controls including data identification, 
storage, security, and maintenance; protects privacy of Clients and debtors, complies with regulations, prevents 
credit fraud, and ensures Client satisfaction. 


Data Identification and Traceability–Identifies and tracks the path of data from the time of receipt through the 
completion of services rendered; makes certain that data is properly identified at all stages of the process to avoid 
errors. 


Process Control–Requires agencies to identify, plan and control the steps to deliver services; complies with industry 
standards; monitors and controls work procedures and processes; ensures all processes are carried out under 
controlled conditions; provides evidence of contractual compliance. 


Inspection and Testing–Requires audit processes to ensure services conform to requirements for various 
operational categories; ensures consistency and compliance; identifies nonconformity and facilitates corrective 
action. 


Inspection and Test Status–Verifies collection processes occur in sequence; ensures only services that pass the 
required inspection and test are released to the next step. 


Identification of Nonconformity–Identifies and records mistakes or problems; ensures identification of 
nonconformance to prevent loss. 


Corrective Action, Preventive Action and Continuous Improvement–Investigates and eliminates the root causes 
of nonconforming activities; tests the adequacy of procedures to prevent occurrence of future nonconformance; 
makes certain that causes of nonconforming services are investigated in good faith. 


Handling, Storage, Preservation and Delivery–Covers issues concerning the integrity of an agency’s business to 
include disaster planning, tracking of money, daily cash journals, and formats of Client reports; protects the integrity 
of service at all stages; protects Client-supplied data. 
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Professional Practices Management  
System Certification 


Management of Records/Data–Ensures effective control and management of records and data; includes archiving 
of records, identification and indexing of records, records retrieval and storage, and proper disposition of records; 
ensures records are available; demonstrates effective operation of the management system; provides evidence of the 
achievement of required service quality. 


Internal Management Audits–Ensures procedures and policies are followed and the management system is 
working by having all departments inspected on a regular basis; includes planning and scheduling audits according 
to status and importance of activity; ensures management processes are performing to requirements.  


Training–Requires evaluation of training needs to satisfy job requirements; demands development of a training 
plan; ensures trainers are qualified; keeps records of individual qualifications; ensures employees are trained to do 
their jobs effectively. 


Process and Client Satisfaction Measurements–Identifies measurements to prove that services are effective; 
measures adherence to internal and external requirements, including regulatory requirements; provides a benchmark 
of current performance and sets targets for improvement. 


Information Management Systems and Technical Infrastructure Administration-Requires managing 
information technology systems and the supporting technical infrastructure to ensure the availability of systems, 
integrity of applications and data, and the confidentiality of data. 


We at ConServe are committed to the PPMS process because it is an industry-wide and unbiased 
recognition of the caliber and quality of our services.  Clients who select a PPMS-certified 
agency can feel confident that they are working with an agency that is an industry innovator with 
one of the best records for quality and service available. 
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Interactive Website 


Through ConServe’s interactive Client website, our Clients can do everything from placing accounts to 
closing and returning accounts.  The website enables our Clients to access performance data and 
comprehensive reporting through the Internet.  The ConServe website makes it easy to develop web-
enabled applications that can access ConServe data, and it provides a template that includes a library of 
functions, including: 


 Place and Close Accounts 
 Report Adjustments and Direct Payments 
 Retrieve Trust Invoice (monthly invoice/statement) 
 Generate Custom Reports 


ConServe’s Clients can access their accounts and reports through a secure logon. Clients can view and 
optionally update account information, run reports and enter accounts and payments in real time. 


 Clients can view up-to-the-minute reports online  
 Real Time information is available 24 hours an day, 7 days a week 
 Client access is available using only a web browser — no other 


hardware or software requirements  
 Integration–Clients can access real-time information and enter information that immediately 


can be updated in the ConServe database 
 


ConServe has included sample screenshots of the website on the following pages.  ConServe is able to 
provide a comprehensive demonstration upon request. 
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 Login Screen 


 


 


 Account Information Screen  
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 Account Information Screen - continued 


 
 


 Inventory Report Screen 
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 Daily Payments Report Screen 
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Value Added Services 


ConServe offers a number of programs designed to assist you in your internal collection efforts and 
clean up your inventory of delinquent accounts.  Below is a brief description of these programs that have 
benefited many of our Clients.  We will be happy to send you more information on these programs upon 
request. 


ConServe University - Valuable Development for Clients 


At ConServe we also consistently strive to share our industry knowledge and our PPMS best practices 
with our Clients. Through our signature ConServe University program, we offer our Clients one of the 
most comprehensive training workshops available to help augment the skills of staff.  Our interactive 
ConServe University program provides training on collection strategies, skip tracing tools, telephone 
etiquette, and motivational techniques. We have conducted these programs for more than 150 schools 
and were hosted by Stanford University, Loyola Marymount University, DePaul University, Harvard 
University, Florida State University, San Jose State University, University of Georgia, La Roche 
College, University of Texas at Arlington, Southern Methodist University and Princeton University. Our 
Certified ACA instructor conducts all of our training programs. Our ConServe University program is 
customizable to meeting the specific needs of our Clients and is a service that we provide free of 
charge. 


Sales Resource Center 
With Client satisfaction as our top priority, ConServe University has launched an online Resource 
Center to benefit our Clients. The ConServe University Resource Center provides information on the 
following categories as well includes helpful websites and links:  


 Federal Student Aid (Perkins) 
 Compliance and Regulatory 
 Higher Education Associations 
 Billing Servicers 
 National Credit Bureaus  


Performance Dashboard Reports 
A combination of our rates and the success of our recoveries guarantee our commitment to high 
performance.  ConServe is proud to supply a unique Performance Dashboard Report to the Client that 
will outline and track performance as well as benchmark our recoveries.  A sample of these unique 
reports Performance Dashboard Reports can be found in Attachment 3. 


Client Report Cards 
ConServe recognizes the importance of open and ongoing communication with our Clients. We 
proactively monitor our relationships through the use of Client Report Cards to ensure that we are 
providing exceptional service to every level of account, from the Client to the debtor.  Within these 
reports cards we gain insights on the quality of our communication, our service performance, our 







 Response to RFP:  Technical SOQ, No. 2026 
Prepared by ConServe 


  


Prepared For: Nevada State Purchasing Division 


Page 70 


information services, and our overall quality of our professional business relationship.  Our 2Q2011 
Report Card results can be found in Attachment 4. 


Client Newsletter and Regulatory Updates 
ConServe publishes an electronic newsletter to update our Client regarding regulation updates.  Through 
our memberships and active participating with National and Regional organizations, we are able to share 
valuable industry news and regulation updates to our Clients.  A copy of our most recent newsletter has 
been provided in Attachment 5. 


Letter Service Program 
Letter services allow Clients to outsource all or a portion of their efforts to recover recently past due 
accounts.  This program offers two performance packages ranging from a single letter or a program that 
offers two letters and three calls. 
 
 Prior to placing accounts into full collection, Letter Services are designed to give students “one 


last chance” to make full payment or payment arrangements, and avoid the consequences of 
full collection, credit reporting, additional financial penalties, etc. 


 
 During the Letter Service Program the Client has the opportunity to close accounts that have 


been satisfied by the program.  At the conclusion of the program, all open accounts will 
automatically be transferred to the Client’s full collection program with ConServe. 
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ConServe Achieves Excellence 
Premiere Performance Ranking with U.S. Department of Education


 


.  ConServe was ranked as the 
#1 performing collection agency on the Department of Education’s student loan small business 
collection contract which was awarded in 2004. ConServe has earned the #1 ranking for top quarterly 
performance eight times, is ranked #1 for the prior 12 months, and also is ranked #1 contract to date 
since 2004.  In 2009 our exemplary long term performance has earned ConServe a promotion to the 
unrestricted student loan collection contract. 


PPMS-Certified Agency.


 


  As evidenced by our commitment to our Clients, ConServe has consistently 
achieved the ACA International Professional Practices Management System (PPMS) certification.  
Currently only 1%, of the more than 6,000 collection agencies, have achieved PPMS certification.  A 
copy of our PPMS Certification can be found in Attachment 6. 


Premiere Performance Ranking with our Clients


 


.  Annually, ConServe provides an online Client 
satisfaction survey and publishes our results in a Client Report Card to our entire Client base.  In this 
survey we focus on four key areas, Communication, Service, Reporting, and Overall Performance.  In 
our most recent report card, three out four of our existing Clients identified ConServe as their number #1 
ranked collection agency.  We have attached a copy of our 2Q11 Client Report Card in Attachment 4. 


Business Ethics Award Winner


 


.  We are also very excited to inform the State of Nevada that ConServe 
was recently awarded the Rochester Business Ethics Award. The award is modeled on the national 
American Business Ethics Award, which was founded in 1994 by the National Society of Financial 
Service Professionals and was presented by the Rochester Area Business Ethics Foundation.  This award 
recognizes ConServe as a significant leader in the community based on our commitment to ethical 
business practices demonstrated in ConServe’s everyday operations, management philosophies, and 
overall performance results.  


Inc 5000 Fastest Growing Company


 


.  Inc. magazine ranked ConServe NO. 2645 on its annual Inc. 
5000, an exclusive ranking of the nation's fastest-growing private companies. The list represents the 
most comprehensive look at America’s most successful entrepreneurial companies which provide 
exceptional Client value.  Complete results of the Inc. 5000, can be found on Inc.com.   


Rochester Top 100. ConServe was also selected as one of Rochester N.Y.’s 2011 Top 100 Fastest 
Growing Companies, ConServe has received this distinction 10 times since the company’s inception in 
1985. The Rochester Top 100, now in its 25th year, ranks privately held companies based on three most 
recent years of revenue growth. Companies must have at least $1 million in revenue for each of those 
years, and rankings take into account both dollar and percentage growth. In 2009 ConServe opened a 
second call center located in Depew, NY. The new call center was a tangible example of the company’s 
growth and success since its initiation in 1985.  
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Attachment 1   
Collection Notices 







PO Box 239
Sanborn, NY 14132-0177


*****************************SNGLP
ROBERT TEST
123 ENTER ST APT C
FAIPORT NY 04330


B-01-DJ9-AM-00002-100


Dear Robert Test:


CONSERVE COLLEGE TEST FUND has assigned your account to ConServe a professional Collection Agency for
collection.


Unless you notify this office within 30 days after receiving this notice that you dispute the validity of the debt or any
portion thereof, this office will assume this debt is valid. If you notify this office in writing within 30 days from
receiving this notice that you dispute the validity of this debt or any portion thereof, this office will obtain verification
of the debt or obtain a copy of a judgment and mail you a copy of such judgment or verification. If you request this
office in writing, within 30 days after receiving this notice, this office will provide you with the name and address of
the original creditor, if different from the current creditor. Federal law prohibits unfair collection practices.


Please use the information below to contact us for payment arrangements.


ConServe
P.O. Box 7


Fairport, NY 14450
Toll Free Telephone Number: 866-888-8888


This communication is from a debt collector and is an attempt to collect a debt.
Any information obtained will be used for that purpose.


3003


   
A Debt Collection Agency


200 CrossKeys Office Park


Fairport, NY 14450


866-888-8888 www.payconserve.com


585-421-1011 Web Access Code:  4.709212.407


Curr Creditor: CONSERVE COLLEGE TEST FUND
Org Creditor: BANK OF AMERICA
FOR: STUDENT ACCT BAL
Client ID: TEST 1
Acct #: 709223


Principal: $550.00
Creditor Assessed Interest/Fees: $639.46
Creditor Assessed Misc Fees: $3.00
Creditor Assessed Coll Costs: $100.00
TOTAL DUE: $1,292.46


Date of Last Payment: 02/28/2005
Rate of Interest: 12.5%


Continental Service Group, Inc.


August 5, 2011


NOTICE:  SEE REVERSE SIDE FOR IMPORTANT INFORMATION


PLEASE DETACH AND RETURN BOTTOM PORTION WITH YOUR PAYMENT


(____) Enclosed is my checking account information.                     (____) Enclosed is my VISA, MASTERCARD, or DISCOVER #:


                               Account # 709223


If paying by Credit Card, please complete this section


CARD NUMBER AMOUNT CVW # (3 or 4 Digit
code on Back of 


Card)


SIGNATURE EXP. DATE


CARDHOLDER NAME (Please Print) Check Here if cardholder address is the 
same as the address shown on this letter.
If not, provide cardholder address on back
of coupon.


If paying by ACH, please complete this section


I, _____________________________________ authorize ConServe to electronically debit my checking
account for the total listed above.


Bank Routing Number Checking Account Number


Check Number Date Phone Work Phone


Name of Bank Bank City, State


Authorized name on Check Signature


QAPROOFS
Source: MATRIX080511E.TXT


DocCd: 3003  1stNtc:
State: NY
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Validation Notice







PO Box 239
Sanborn, NY 14132-0177
 


ROBERT TEST
123 ENTER ST
APT C
FAIPORT NY 04330


*A-01-7FF-AM-00005-1


Dear Robert Test:


We have not received a response from you concerning your delinquent account with the above Client. In order to
assure that your position is stated in our records in our upcoming client status report, please complete and return this
form so we may proceed accordingly.


______  I have many burdens upon me and have been reluctant to reply as I cannot pay the full balance at this
  time. Please contact me to arrange a schedule of payments/payment options.


______  I do not understand the balance. Please contact me so we may clear this matter up.


______  Simple oversight. Sorry for the delay, enclosed is my check for payment in full.


To discuss other options that are available please contact us at the number above.


If we do not receive a response from you within 10 days from this letter, we shall have to assume you will not pay this
account on a voluntary basis. Our report to our Client above will reflect you will not pay.


Please keep a copy of this letter for your records.


This communication is from a debt collector and is an attempt to collect a debt.
Any information obtained will be used for that purpose.


3009


RE: CONSERVE COLLEGE TEST FUND
FOR: STUDENT ACCT BAL
Client ID: TEST 1
Acct #: 709223


TOTAL DUE: $1,282.72


   
A Debt Collection Agency


200 CrossKeys Office Park


Fairport, NY 14450


866-888-8888 www.payconserve.com


585-421-1011 Web Access Code:  4.709212.407


Continental Service Group, Inc.


February 9, 2010


NOTICE:  SEE REVERSE SIDE FOR IMPORTANT INFORMATION


PLEASE DETACH AND RETURN BOTTOM PORTION WITH YOUR PAYMENT


(____) Enclosed is my checking account information.                     (____) Enclosed is my VISA, MASTERCARD, or DISCOVER #:


                               Account # 709223


If paying by Credit Card, please complete this section


CARD NUMBER AMOUNT CVW # (3 or 4 Digit
code on Back of 
Card)


SIGNATURE EXP. DATE


CARDHOLDER NAME (Please Print) Check Here if cardholder address is the 
same as the address shown on this letter.
If not, provide cardholder address on back
of coupon.


If paying by ACH, please complete this section


I, _____________________________________ authorize ConServe to electronically debit my checking
account for the total listed above.


Bank Routing Number Checking Account Number


Check Number Date Phone Work Phone


Name of Bank Bank City, State


Authorized name on Check Signature



ldibiase
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Notice of No Response







PO Box 239
Sanborn, NY 14132-0177
 


ROBERT TEST
123 ENTER ST
APT C
FAIPORT NY 04330


*A-01-CHE-CM-00001-100


Dear Robert Test:


This letter confirms the arrangement you have made to make monthly payments on your debt with CONSERVE
COLLEGE TEST FUND.


Amount due monthly:   $250.00 Due on: 03/03/10 and the same day each month thereafter.


If you fail to meet these terms, this repayment arrangement may be rescinded by CONSERVE COLLEGE TEST
FUND.   All such repayment arrangements are subject to periodic review by CONSERVE COLLEGE TEST FUND
based on financial information that may be required in the future, and may be changed if it is determined that your
ability to make payments has changed.


Be sure to clearly indicate your Account Number on the face of your payment instrument. Do not send cash. Send your
payments made payable to:


ConServe
P.O. Box 7


Fairport, NY 14450


If you have any questions or need additional information please call our Toll Free Telephone Number:  866-888-8888


*Credit Cards and Debit Cards Accepted*


This communication is from a debt collector and is an attempt to collect a debt.
Any information obtained will be used for that purpose.


3703


Curr Creditor: CONSERVE COLLEGE TEST FUND
Org Creditor: BANK OF AMERICA
FOR: STUDENT ACCT BAL
Client ID: TEST 1
Acct #: 709223


TOTAL DUE: $1,282.72


   
A Debt Collection Agency


200 CrossKeys Office Park


Fairport, NY 14450


866-888-8888 www.payconserve.com


585-421-1011 Web Access Code:  4.709212.407


Continental Service Group, Inc.


May 7, 2010


NOTICE:  SEE REVERSE SIDE FOR IMPORTANT INFORMATION


PLEASE DETACH AND RETURN BOTTOM PORTION WITH YOUR PAYMENT


(____) Enclosed is my checking account information.                     (____) Enclosed is my VISA, MASTERCARD, or DISCOVER #:


                               Account # 709223


If paying by Credit Card, please complete this section


CARD NUMBER AMOUNT CVW # (3 or 4 Digit
code on Back of 
Card)


SIGNATURE EXP. DATE


CARDHOLDER NAME (Please Print) Check Here if cardholder address is the 
same as the address shown on this letter.
If not, provide cardholder address on back
of coupon.


If paying by ACH, please complete this section


I, _____________________________________ authorize ConServe to electronically debit my checking
account for the total listed above.


Bank Routing Number Checking Account Number


Check Number Date Phone Work Phone


Name of Bank Bank City, State


Authorized name on Check Signature



ldibiase
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Confirmation of Payment Arrangement Agreement







PO Box 239
Sanborn, NY 14132-0177
 


ROBERT TEST
123 ENTER ST
APT C
FAIPORT NY 04330


*A-01-8Q6-AM-00001-1


Dear Robert Test:


Your broken promises and lack of cooperation have convinced us that the leniency extended in your behalf is
unappreciated.


It should now be apparent that further leniency is unwarranted and we must now insist that you pay the outstanding
balance.


If payment is not received, we will contact the creditor for further instructions as to the handling of your account


Sincerely,
ConServe


This communication is from a debt collector and is an attempt to collect a debt.
Any information obtained will be used for that purpose.


3006


RE: CONSERVE COLLEGE TEST FUND
FOR: STUDENT ACCT BAL
Client ID: TEST 1
Acct #: 709223


TOTAL DUE: $1,282.72


   
A Debt Collection Agency


200 CrossKeys Office Park


Fairport, NY 14450


866-888-8888 www.payconserve.com


585-421-1011 Web Access Code:  4.709212.407


Continental Service Group, Inc.


February 9, 2010


NOTICE:  SEE REVERSE SIDE FOR IMPORTANT INFORMATION


PLEASE DETACH AND RETURN BOTTOM PORTION WITH YOUR PAYMENT


(____) Enclosed is my checking account information.                     (____) Enclosed is my VISA, MASTERCARD, or DISCOVER #:


                               Account # 709223


If paying by Credit Card, please complete this section


CARD NUMBER AMOUNT CVW # (3 or 4 Digit
code on Back of 
Card)


SIGNATURE EXP. DATE


CARDHOLDER NAME (Please Print) Check Here if cardholder address is the 
same as the address shown on this letter.
If not, provide cardholder address on back
of coupon.


If paying by ACH, please complete this section


I, _____________________________________ authorize ConServe to electronically debit my checking
account for the total listed above.


Bank Routing Number Checking Account Number


Check Number Date Phone Work Phone


Name of Bank Bank City, State


Authorized name on Check Signature
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Broken Promise Letter







PO Box 239
Sanborn, NY 14132-0177
 


ROBERT TEST
123 ENTER ST
APT C
FAIPORT NY 04330


*A-01-7FF-AM-00008-1


NOTIFICATION OF PARTIAL PAYMENT RECEIVED


Your recent payment has been received and credited to your account with the above Client. Your new account balance
is stated above.


Please contact this office at the number above to make necessary arrangements for a payment schedule with our
office.


Sincerely,
ConServe


This communication is from a debt collector and is an attempt to collect a debt.
Any information obtained will be used for that purpose.


3015


RE: CONSERVE COLLEGE TEST FUND
FOR: STUDENT ACCT BAL
Client ID: TEST 1
Acct #: 709223


TOTAL DUE: $1,282.72


   
A Debt Collection Agency


200 CrossKeys Office Park


Fairport, NY 14450


866-888-8888 www.payconserve.com


585-421-1011 Web Access Code:  4.709212.407


Continental Service Group, Inc.


February 9, 2010


NOTICE:  SEE REVERSE SIDE FOR IMPORTANT INFORMATION


PLEASE DETACH AND RETURN BOTTOM PORTION WITH YOUR PAYMENT


(____) Enclosed is my checking account information.                     (____) Enclosed is my VISA, MASTERCARD, or DISCOVER #:


                               Account # 709223


If paying by Credit Card, please complete this section


CARD NUMBER AMOUNT CVW # (3 or 4 Digit
code on Back of 
Card)


SIGNATURE EXP. DATE


CARDHOLDER NAME (Please Print) Check Here if cardholder address is the 
same as the address shown on this letter.
If not, provide cardholder address on back
of coupon.


If paying by ACH, please complete this section


I, _____________________________________ authorize ConServe to electronically debit my checking
account for the total listed above.


Bank Routing Number Checking Account Number


Check Number Date Phone Work Phone


Name of Bank Bank City, State


Authorized name on Check Signature
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Notification of Partial Payment







PO Box 239
Sanborn, NY 14132-0177
 


ROBERT TEST
123 ENTER ST
APT C
FAIPORT NY 04330


*A-01-7BB-AM-00001-1


* * * * * * * * *
REFERRAL NOTICE


* * * * * * * * *


Your account is being reviewed for determination of the best method to protect our Client's interests.


Our records indicate you have not responded in a satisfactory manner to pay this obligation on a voluntary basis.


If you fail to respond,we will forward your account to our Internal Review Department, to make a recommendation to
our Client.


To prevent these actions we urge you to remit the full balance or, if you are unable to remit the full balance at this time,
call our office to arrange a repayment schedule.


If you have already made payment directly to the above creditor, please advise as follows:


Date of payment____________ , Amount of payment _____________ , or call us with this information so we may
update your file.


Please keep a copy of this letter for your records.


Sincerely,
ConServe


This communication is from a debt collector and is an attempt to collect a debt.
Any information obtained will be used for that purpose.


3401


RE: CONSERVE COLLEGE TEST FUND
FOR: STUDENT ACCT BAL
Client ID: TEST 1
Acct #: 709223


TOTAL DUE: $1,282.72


   
A Debt Collection Agency


200 CrossKeys Office Park


Fairport, NY 14450


866-888-8888 www.payconserve.com


585-421-1011 Web Access Code:  4.709212.407


Continental Service Group, Inc.


February 26, 2010


NOTICE:  SEE REVERSE SIDE FOR IMPORTANT INFORMATION


PLEASE DETACH AND RETURN BOTTOM PORTION WITH YOUR PAYMENT


(____) Enclosed is my checking account information.                     (____) Enclosed is my VISA, MASTERCARD, or DISCOVER #:


                               Account # 709223


If paying by Credit Card, please complete this section


CARD NUMBER AMOUNT CVW # (3 or 4 Digit
code on Back of 
Card)


SIGNATURE EXP. DATE


CARDHOLDER NAME (Please Print) Check Here if cardholder address is the 
same as the address shown on this letter.
If not, provide cardholder address on back
of coupon.


If paying by ACH, please complete this section


I, _____________________________________ authorize ConServe to electronically debit my checking
account for the total listed above.


Bank Routing Number Checking Account Number


Check Number Date Phone Work Phone


Name of Bank Bank City, State


Authorized name on Check Signature
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Referral Notice







PO Box 239
Sanborn, NY 14132-0177
 


ROBERT TEST
123 ENTER ST
APT C
FAIPORT NY 04330


*C-01-8Q6-AM-00003-50


IMPORTANT NOTICE


YOUR FAILURE to reply to our previous notices has caused us to proceed with collection activity on this account
for our client.


THIS ACCOUNT MAY BE OR HAS BEEN REPORTED TO ALL THREE MAJOR CREDIT REPORTING
AGENCIES EXPERIAN, TRANS-UNION, AND EQUIFAX.


SEND FULL PAYMENT TODAY


* If you have already made payment directly to the above creditor, please advise as follows:


Date of payment_______________________ Amount of Payment ____________________________
or call us with this information so we may update your file.


This communication is from a debt collector and is an attempt to collect a debt.
Any information obtained will be used for that purpose.


3036


RE: CONSERVE COLLEGE TEST FUND
FOR: STUDENT ACCT BAL
Client ID: TEST 1
Acct #: 709223


TOTAL DUE: $1,282.72


   
A Debt Collection Agency


200 CrossKeys Office Park


Fairport, NY 14450


866-888-8888 www.payconserve.com


585-421-1011 Web Access Code:  4.709212.407


Continental Service Group, Inc.


February 9, 2010


NOTICE:  SEE REVERSE SIDE FOR IMPORTANT INFORMATION


PLEASE DETACH AND RETURN BOTTOM PORTION WITH YOUR PAYMENT


(____) Enclosed is my checking account information.                     (____) Enclosed is my VISA, MASTERCARD, or DISCOVER #:


                               Account # 709223


If paying by Credit Card, please complete this section


CARD NUMBER AMOUNT CVW # (3 or 4 Digit
code on Back of 
Card)


SIGNATURE EXP. DATE


CARDHOLDER NAME (Please Print) Check Here if cardholder address is the 
same as the address shown on this letter.
If not, provide cardholder address on back
of coupon.


If paying by ACH, please complete this section


I, _____________________________________ authorize ConServe to electronically debit my checking
account for the total listed above.


Bank Routing Number Checking Account Number


Check Number Date Phone Work Phone


Name of Bank Bank City, State


Authorized name on Check Signature
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Formal Notice of Non-Compliance







PO Box 239
Sanborn, NY 14132-0177


*****************************SNGLP
ROBERT TEST
123 ENTER ST
APT 2
FAIRPORT NY 14450


*B-01-QHK-AM-00001-1


Dear Robert Test:


Enclosed please find a Federal Direct Student Loan Application and Promissory Note representing ABC
UNIVERSITY’s notice that you may be eligible to consolidate your STUDENT ACCT BAL.


Should you wish to complete this loan application, we want to make you aware of the following:


l In order to assist you with completing this application, we have marked and highlighted boxes you need to fill
in.  This is the information required by Direct Loans.


l If the information block is not highlighted, then you do not need to provide the information.


If you would like additional live assistance to complete this application or have any other questions about this
consolidation opportunity, please contact ConServe at 1-866-465-2700.


Sincerely,


ConServe


This communication is from a debt collector and is an attempt to collect a debt.
Any information obtained will be used for that purpose.


3049


RE: ABC UNIVERSITY
FOR: STUDENT ACCT BAL
Client ID: TEST 1
Acct #: 709223-HSE


TOTAL DUE: $4,581.05


   
A Debt Collection Agency


200 CrossKeys Office Park


Fairport, NY 14450


866-888-8888 www.payconserve.com


585-421-1011 Web Access Code:  .709212.355


Continental Service Group, Inc.


November 3, 2010


NOTICE: SEE REVERSE SIDE & PAGE 3 FOR IMPORTANT INFORMATION
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Consolidation Application
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Sample Reports 
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AACCKKNNOOWWLLEEDDGGEEMMEENNTT  RREEPPOORRTT  


 
CONSERVE 


PO BOX 7  


200 CROSSKEYS OFFICE PARK 


FAIRPORT, NY 14450 


 


CLIENT SERVICE 800-724-7500  


DEBTOR SEVICE 800-724-4439 


 


7890 


CLIENT FUND TITLE 


ATTN: 


ADDRESS 


CITY, STATE, ZIP CODE 


 


 


ACKNOWLEDGEMENT OF  09/15/XX 


 


THANK YOU FOR LISTING THE FOLLOWING ACCOUNTS.  OUR COLLECTION PROCESS HAS 


BEGUN ON THESE ACCOUNTS FOR YOU.  TO AVOID DUPLICATION OF EFFORT AND 


POSSIBLE VIOLATION OF THE FAIR DEBT COLLECTION PRACTICES ACT, PLEASE REFER 


ANY DEBTOR TO US AT 800-724-4439 SHOULD THEY CONTACT YOU. 


 


PLEASE REPORT ALL DIRECT PAYMENTS PROMPTLY. 


 


ACCOUNT#  BALANCE NAME   YOUR ACCOUNT NUMBER 


-------------------------------------------------------------------------------------------------------------------------------  


 892345  2058.98  JOHNS, SALLY  123-45-6789 


 892366  6159.23  DEBTOR, CINDY 000-12-3456 


 893457  3713.54  SMITH, JOHN  987-65-4321 


 


 


 


 


TOTALS  11931.75 3 ACCOUNTS 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


A- Client fund number as well as name, attention and address 


B- Date the accounts were loaded into the conserve system 


C- ConServe account number assigned to the account placed 


D- Account Balance 


E- Last name, first name of debtor 


F- The account number supplied by the Client at the time of placement (see information 


below regarding account numbers) 


 
Privacy, Professional Practices Management System, FTC Safeguarding Rules and Client Account Numbers  


From time to time some Clients send us accounts without a Client assigned debtor account number. 


Presumably they are using the debtor's name for reference and activity tracking 


A suggestion has been made that ConServe use the debtor's social security number as a Client account 


number if one is not provided to us by the Client. However, with respect to ConServe's privacy 


elements of our Professional Practices Management System and the Federal Trade Commission's 


Safeguarding Rules, we do not feel ConServe can make this assumption or take this action without the 


Clients' written authorization. That is, we can do this if the Client so authorizes us, but without written 


authorization we feel such activity may not be appropriate. 


In the future, if we receive placements without a Client assigned account number, we will endeavor to 


ask if you have one, and if so, that the account numbers be forwarded with the listings. If a Client does 


not have an account number, and wants one, ConServe will attempt to get to each Client precisely 


what they want.  


 


A 


B 


E F C D 
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PPRROOGGRREESSSS  RREEPPOORRTT  


 


 


 


CLIENT FUND NAME   CONSERVE 


ATTENTION:    PO BOX 7 


CLIENT ADDRESS   200 CROSSKEYS OFFICE PARK 


CITY, STATE ZIP CODE   FAIRPORT, NY 14450 


     800-724-7500 


 


*******PROGRESS REPORT******* 


DATE REPORT GENERATED 


================================================================================================== 


    DATE  AMOUNT DATE  TOTAL 


YOUR ACCT #AND NAME LISTED  LISTED  LAST PAY PAY/ADJ     BALANCE   ACCOUNT STATUS 


================================================================================================== 


123-45-6789  JOHNS, SALLY 04/15/09  2058.98  09/27/09  2058.98        0.00  PAID IN FULL 


 


987-65-4321  SMITH,JOHN 09/20/09  3713.54            4951.39 GOOD PHONE 


 


000-12-3456  DEBTOR, CINDY 03/21/09  6159.23  09/21/09  6000.00        159.23 PARTIAL PAYMENT 


         


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


A- Client fund name 


B- Progress report status information is as of the date report was generated  


C- Your account number (if supplied by you) debtor’s last name and first name (additional 


information regarding supplying account numbers is found below) 


D- Date the account was listed at ConServe 


E- The amount listed (reflects principal, interest and penalties) 


F- Date the last payment was posted to that account 


G- The total amount of payments made and or adjustments made to that account 


H- Balance due after the last payment or adjustment was made to the account 


I- The account status at the time the report was generated 


 


Privacy, Professional Practices Management System, FTC Safeguarding Rules and Client Account Numbers  


From time to time some Clients send us accounts without a Client assigned debtor account number. 


Presumably they are using the debtor's name for reference and activity tracking 


A suggestion has been made that ConServe use the debtor's social security number as a Client account 


number if one is not provided to us by the Client. However, with respect to ConServe's privacy elements of 


our Professional Practices Management System and the Federal Trade Commission's Safeguarding Rules, 


we do not feel ConServe can make this assumption or take this action without the Clients' written 


authorization. That is, we can do this if the Client so authorizes us, but without written authorization we feel 


such activity may not be appropriate. 


In the future, if we receive placements without a Client assigned account number, we will endeavor to ask if 


you have one, and if so, that the account numbers be forwarded with the listings. If a Client does not have 


an account number, and wants one, ConServe will attempt to get to each Client precisely what they want.  


 


B 


A 


C 
D E F G H I 
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  MMOONNTTHH--BBAATTCCHH  RREEPPOORRTT    


  CONSERVE  
YOUR UNIVERSITY PERKINS PRIMARY                      CLIENT ANALYSIS BY MONTH 


FUND #:1024 


BATCH FROM:     THRU: 


 


 


YR & 


ACCOUNTS 


LISTED 


ADJUSTMENTS 


TO LIST 


CLIENT RECALLED 


TO DATE 


RETURNED ACCOUNTS 


TO DATE 


PIF 


SIF 


COLLECTIONS 


CURRENT                        TO DATE 


MONTH NO. $AMOUNT NO. $AMOUNT NO. $AMOUNT PCT NO. $AMOUNT PCT NO. $AMOUNT PCT $AMOUNT PCT 


CURRENT MONTH COLLECTIONS FROM PRIOR LISTINGS 12280 


05-04 7 19005 0 22 0 0 0 0 0 0 0 0 0 50 0 


05-05 12 244224 0 6 1 421 2 0 0 0 0 276 1 276 1 


05-06 1 220 0 0 0 0 0 0 0 0 0 0 0 0 0 


06TOT 20 43449 0 28 1 421 1 0 0 0 0 276 1 326 1 


TOTAL 20 43449 0 28 1 421 0 0 0 0 0 12556 29 12606 29 


                


***   END OF REPORT   ***          


                


 


 







 


 


  5 


CCLLIIEENNTT  SSTTAATTIISSTTIICCSS  RREEPPOORRTT  


 


CONSERVE 


CLIENT STATISTICS 


 
YOUR UNIVERSITY PERKINS PRIMARY                       


FUND #:1024 


REPORTED ON: 


DATE: 


 


 


 Month-To-Date  # Year-To-Date  # To-Date  # 


Collected $12,555.99 2 $152,911.38 23 $1,877,465.69 565 


Ltr Srv (1000) $0.00  $0.00  $0.00  


Pre-Col (2000) $0.00  $0.00  $0.00  


Regular (3000) $12,555.99  $152,911.38  $222,499.69  


Pre-Leg (4000) $0.00  $0.00  $0.00  


Atty (5000) $0.00  $0.00  $0.00  


Forward (6000) $0.00  $0.00  $0.00  


       


Net Fees $3,139.00  $37,865.24  $465,447.76  


Paid Direct $12,179.99 5 $147,095.97 46 $1,028,571.56  


NSF $0.00  $0.00  ($7,646.74)  


Canceled (Return) $10,567.19 
3 


$127,866.56 
41 


$866,798.45 
 


Accounts Listed $220 1 $231,181.07 67 $3,945,880.85 1,467 


Bad Addresses  7  28  28 
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AADDDDRREESSSS  CCOORRRREECCTTIIOONN  RREEPPOORRTT  


 


ADDRESS CORRECTION REPORT FOR CLIENT FUND NAME 


 


 


 


AS PER OUR AGREEMENT, WE ARE NOTIFING YOU OF UPDATED DEBTOR 


INFORMATION. 


 


 


THANK YOU FOR THE OPPORTUNITY TO SERVE YOU.   


 


DATE REPORT GENERATED    MM/DD/YYYY 


FUND NUMBER 800-724-7500 


CLIENT FUND NAME CONSERVE 


ATTENTION: PO BOX 7 


CLIENT ADDRESS 200 CROSSKEYS OFFICE PARK 


CITY, STATE ZIP CODE FAIRPORT, NY 14450 


   


 


YOUR ACCOUNT # NAME/NEW NAME NEW ADDRESS SSN PHONE 


123-45-6789   JOHNS, SALLY 


AKA DOE, SALLY 


123 ANY STREET 


CITY, STATE  ZIP CODE 


123-45-6789 555-555-1234 


987-65-4321   SMITH,JOHN 123 ANY STREET 


APT 123 


CITY, STATE  ZIP CODE 


987-65-4321 555-555-9876 


 


 


 


  
 2 address corrections through MM/DD/YYY for CLIENT FUND NAME 
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TTRRUUSSTT  IINNVVOOIICCEE  


 


 


A- Client fund number 


B- Client name, attention and address 


C- Total dollars collected both paid to ConServe as well as paid to Client 


D- Total due ConServe as well as cumulative total due ConServe if a balance 


is carried from the previous trust invoice 


E- Date debtor transaction was posted 


F- Debtor Name and Client supplied account number.  If a number is not 


supplied, this area will be blank 


G- Current balance owed by debtor (includes this debtor transaction) 


H- Indicates what type of transaction this was (refer to chart at the lower left 


portion of the page) 


I- Payments made by the debtor to ConServe or to the Client, as a direct 


payment 


J- Agency fee portion of payment made (will reflect payments at ConServe 


or at Client location) 


K- Amount due Client (this trust invoice reflects a gross remittance example) 


L- Total dollar amount included in the enclosed check 


M- Indicates if amount due you is a credit or a debit 


N- Agency fee due ConServe as a result of debtor 


transactions 


O- Total dollars collected at ConServe 


P- Total dollars paid to Client as “direct payments” 


Q- Agency Fee due ConServe 


R- Total due Client (this example is a gross remittance) 


A 


B 


C 


D 
E 


F 
G 


H I J K 


L M 


N 


O 


P Q R 
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CCAANNCCEELL  ((CCLLOOSSEE  &&  RREETTUURRNN))  RREEPPOORRTT  


 


CANCEL REPORT FOR CLIENT FUND NAME 


 


 


 


THANK YOU FOR LISTING THE FOLLOWING ACCOUNTS WITH CONSERVE.  AS PER 


OUR AGREEMENT, WE ARE CLOSING AND RETURNING THE FOLLOWING ACCOUNTS. 


 


 
THANK YOU FOR THE OPPORTUNITY TO SERVE YOU.  DATE REPORT GENERATED 
 


FUND NUMBER 800-724-7500 


CLIENT FUND NAME CONSERVE 


ATTENTION: PO BOX 7 


CLIENT ADDRESS 200 CROSSKEYS OFFICE PARK 


CITY, STATE ZIP CODE FAIRPORT, NY 14450 


   


 


 


YOUR ACCOUNT # NAME  LISTED BALANCE REASON UNCOLLECTABLE 


 


123-45-6789   JOHNS, SALLY 09/21/08 366.36 BANKRUPT 


 


987-65-4321   SMITH, JOHN 07/21/08 233.87 BANKRUPT 


  


000-12-3456   DEBTOR, CINDY 09/19/09 3157.49 CLIENT REQUEST 


 


TOTAL FOR CLIENT FUND NAME  3757.72  3 ACCOUNTS 


 


 


 


 


 


 


  







COHORT ACTIVITY REPORT/CONSERVE WEBSITE
AVAIABLE ELECTRONICALLY 24HOURS A DAY/7 DAYS A WEEK


ACCT# SS# LAST FIRST LIST DATE PRINC BAL COLL COST AGY INT INT BAL MISC FEE INITIAL BAL LAST PY DTE PAID STATUS COHORT YR
123 TEST BRIAN J 9/14/2007 1000 325.75 23.16 58.38 9 1386.21 0 COHORT TRACKING 2008
123 TEST NICOLE 1/6/2008 0 0 0 0 0 2798.55 2/12/2008 2807.79 INACTIVE 2008
123 TEST ROSS 11/15/2007 10658 3396.57 156.22 532.92 24 14564.83 0 REQ LVC FROM CLIENT 2008
123 TEST BRIAN J 9/14/2007 1000 332.91 23.16 58.38 33 1417.38 0 COHORT TRACKING 2008
123 TEST INNA 1/6/2008 9000 2838.05 67.8 412.5 21 12251.3 0 COHORT TRACKING 2008
123 TEST JON 2/5/2008 4000 1265.82 13.7 200.04 24 5485.77 0 GOOD PHONE 2008
123 TEST WESLEY 2/5/2008 9750 3075.11 33.39 487.56 24 13326.7 0 COHORT TRACKING 2008
123 TEST JEREMY 1/6/2008 6000 1856.45 55.07 139 21 8176.62 1/10/2008 176.62 REQ LVC FROM CLIENT 2008
123 TEST THOMAS 2/5/2008 11000 3453.82 37.67 504.13 21 14967.7 0 CONS APP REQUESTED 2008
123 TEST MELANIE 1/6/2008 936 307.86 7.05 54.6 33 1329.35 0 COHORT TRACKING 2008
123 TEST JONATHAN 1/6/2008 8000 2523.4 60.27 366.63 21 10893.03 0 COHORT TRACKING 2008
123 TEST GUERCIE 1/6/2008 1000 327.35 7.53 58.38 30 1413.48 0 COHORT TRACKING 2008
123 TEST GUERCIE 1/6/2008 3000 964.09 22.6 175 30 4162.34 0 COHORT TRACKING 2008
123 TEST MARITZA 1/6/2008 4089 1310.81 30.8 238.56 30 5659.17 0 COHORT TRACKING 2008
123 TEST JUN 1/6/2008 10000 3220.32 75.35 666.72 39 13903.53 0 CONS FUNDED 2008
123 TEST BRADLEY 1/6/2008 1700 542.05 12.8 77.88 24 2340.1 0 CONSOL PENDING 2008
123 TEST LYDIA 1/6/2008 1000 309.03 4.59 0 30 1413.48 2/29/2008 80 REQ LVC FROM CLIENT 2008
123 TEST LYDIA 1/6/2008 1000 327.43 7.81 58.38 30 1413.48 0 REQ LVC FROM CLIENT 2008
123 TEST ABIGAIL 1/6/2008 0 0 0 0 0 4101.95 2/1/2008 4115.82 INACTIVE 2008
123 TEST TATIANA 1/6/2008 3000 950.2 22.6 137.5 21 4101.95 0 LVC NEEDED 2008
123 TEST TATIANA 1/6/2008 3000 950.2 22.6 137.5 21 4101.95 0 LVC NEEDED 2008
123 TEST JANET 1/6/2008 12000 3829 47 90 41 700 30 16532 47 0 COHORT TRACKING 2008


CONSERVE WEBSITE REPORT INFORMATION REFRESHED WEEKLY BY CONSERVE


123 TEST JANET 1/6/2008 12000 3829.47 90.41 700 30 16532.47 0 COHORT TRACKING 2008
123 TEST EDWARD 1/6/2008 6000 1894.13 45.21 275 21 8176.62 0 CONS APP REQUESTED 2008
123 TEST AMOS 1/6/2008 11000 3467.33 82.88 504.13 21 14967.7 0 COHORT TRACKING 2008
123 TEST NATISHA 1/6/2008 6000 1895.02 45.21 275 24 8180.52 0 COHORT TRACKING 2008
123 TEST YOHAY 1/6/2008 3600 1138.98 27.12 165 21 4916.88 0 GOOD PHONE 2008
123 TEST GEORGE 2/5/2008 15000 4727.06 51.37 750 24 20485.71 0 DISPUTE RECEIVED 2008
123 TEST TERRI 2/5/2008 7850 2467.48 26.88 359.81 24 10693.26 0 COHORT TRACKING 2008
123 TEST JAMES 1/6/2008 22000 7077.67 165.76 1375.05 154 30557.21 0 CONSOL PENDING 2008
123 TEST AMOS 1/6/2008 27580 8595.83 207.79 919.36 70.2 37103.32 0 COHORT TRACKING 2008


CONSERVE WEBSITE REPORT INFORMATION REFRESHED WEEKLY BY CONSERVE







 
 


Attachment 3   
Performance Dashboard 







# of Months on 


Collection Floor


Client


Recalled Final List
Number of 


Accounts Collected


Placement


Month


Placement


Year


Recovery


Percentage


Benchmark


Percentage VarianceOriginal List


Ave. Age


of Accounts


Credit/Debit


AdjustmentBL


Performance Dashboard Report


Run Date : Sample


Tuition Primary


$30,596.83 132.45%31.55% 13.57%$96,971.44$102,173.623m 23d $4,759.2502 2009  212 $-442.93 1202


$30,894.19 164.61%34.62% 13.08%$89,246.05$90,564.604m 17d $1,318.5303 2009  190 $-0.02 1102


$18,063.09 149.94%31.05% 12.42%$58,183.37$63,625.444m 12d $5,442.0704 2009  120 $0.00 1002


$9,851.67 344.46%52.94% 11.91%$18,610.70$18,610.705m 21d $0.0005 2009  37 $0.00 902


$19,512.19 261.33%40.49% 11.21%$48,189.59$53,692.253m 0d $5,502.6606 2009  117 $0.00 802


$51,875.65 167.01%28.17% 10.55%$184,172.96$224,647.614m 18d $40,472.1707 2009  481 $-2.48 702


$27,681.58 181.34%27.93% 9.93%$99,125.91$102,388.345m 5d $3,261.8308 2009  222 $-0.60 602


$13,444.91 97.21%17.96% 9.11%$74,852.41$77,080.754m 22d $2,228.3209 2009  122 $-0.02 502


$5,897.04 120.97%17.98% 8.14%$32,796.50$34,188.235m 11d $1,391.7310 2009  68 $0.00 402


$22,067.36 137.11%16.64% 7.02%$132,591.75$136,552.373m 23d $3,960.6011 2009  392 $-0.02 302


$3,992.59 39.06%8.07% 5.80%$49,503.25$51,112.334m 13d $1,609.0812 2009  138 $0.00 202


$1,815.11 353.65%19.28% 4.25%$9,414.38$10,280.399m 14d $866.0101 2010  16 $0.00 102


$6,480.81 1,304.88%18.09% 1.29%$35,815.70$35,815.706m 16d $0.0002 2010  61 $0.00 002


 2176 4m 13d $242,173.02$1,000,732.33 $-446.07$70,812.25 $929,474.01 9.84%26.05% 164.74%Fund Totals:  6.64


ConServe is dedicated to satisfying the needs of our Clients in a manner consistent with improving the human condition, 


and that will foster the development of long term profitable business relationships with our Clients, our Employees, our 


Vendors and the community as a whole.
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Attachment 4   
Client Report Card 
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Newsletter 
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PPMS Certification 
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		Text1: Type of Debt

		Text2: The Collection Agency of Choice








 


NEVADA STATE PURCHASING DIVISION 
Request for Qualifications 
COST (FEE) PROPOSAL 


No. 2026 
 


Continental  Service Group, Inc. 
 d/b/a:  ConServe 


 
200 CrossKeys Office Park 


Fairport, NY  14450 
FEIN:  16-1265131 


(800) 724-7500 (office) 
(585) 421-1028 (fax) 


 
Contact:  Robert Matter 


 Director of Business Development 
200 CrossKeys Office Park 


Fairport, NY  14450 
(585) 943-6917 


rmatter@conserve-arm.com 







Response to RFP: Cost (Fee) Proposal, No. 2026   
Prepared by ConServe 


  


Prepared For: Nevada State Purchasing Division 


Page 1 


5. COST (FEES) 
 


The awarded vendor shall be paid as a professional firm on a performance-based arrangement 
and only from the receipt of recovered monies by the State or its assignee (such as a Trustee) for 
accounts identified and selected by the Controller’s Office and accepted by vendor.    
 
For debts up to $300, costs of collection shall not be collected from the debtor, see Section 
1.2.1.3, therefore, the maximum amount that the vendor may collect is the Amount Placed.  The 
vendor shall not add the SCO Fee or the Collection Fee to the Amount Placed but will instead 
deduct the Vendor Fee percentage from the amount collected.  See Table 4 for illustration. 
 
SCO will accept proposals within the fee limits set forth in Table 1 below for the Collection Fee 
and corresponding Vendor Fee.  The Vendor Fee is derived from the corresponding Collection 
Fee in accordance with standard industry practice utilized by collection agencies where the 
Collection Fee is added prior to collection efforts and the Vendor Fee is deducted after the debt 
is recovered.  Vendors may submit proposals based on either the Collection Fee or Vendor Fee, 
however, vendors must specify which fee-type is used.  For accounts up to $300, only the 
Vendor Fee is applicable. 
 


Table 1:  Collection Fee and Corresponding Vendor Fee Limits under  this RFQ 
A B   


COLLECTION FEE 
C   


VENDOR FEE 
 
Placements 


 
Limits on the amount added to the debt 
when account is placed for collection 


 
Limits on the amount retained 
by vendor on actual funds 
recovered 


Primary  Placements Less than 20% Less than 16.67%  
Secondary Placements Less than 27% Less than 21.26%  
Tertiary  Placements Not to exceed 33% Not to exceed 24.81% 
Legal Placements  Open for proposal 


 
As shown in Table 2 below, the Controller’s Office has set three tiers of accounts based on the 
Amount Placed and will accept proposals with different percentages for each tier within the fee 
limits set forth in Table 1 above.  The fees in Table 2 are for initially placed accounts.  Fees for 
secondary or tertiary placements may be proposed at different percentages, again within the fee 
limits set forth in Table 1.   
 
The Controller’s Office will also negotiate with the vendor for legal placements and for 
specialized services.  The Controller’s Office will not be responsible for fees for checks returned 
for non-sufficient funds. 
 







Response to RFP: Cost (Fee) Proposal, No. 2026   
Prepared by ConServe 


  


Prepared For: Nevada State Purchasing Division 


Page 2 


Table 2:  Controller ’s Office Amount Placed Tiers  
 


Line Item Amount Placed Collection Fee/Vendor Fee 
(Percentage of funds actually recovered) 


001 
 


up to $300.00 
 


 Primary Secondary Tertiary Legal 
Vendor Fee 15.75% 20.75% 23.75% 35% 
Collection Fee 18.70% 26.20% 31.15% 53.85% 


Proposed fee vendor will charge for collections,  
expressed as Vendor Fee 


002 
$300.01- 


$25,000.00 
 


 Primary Secondary Tertiary Legal 
Vendor Fee 15.75% 20.75% 23.75% 35% 
Collection Fee 18.70% 26.20% 31.15% 53.85% 


Proposed fee vendor will charge for collections,  
expressed as Collection Fee and/or Vendor Fee 


003 
$25,000.01 and 


above 
 


 Primary Secondary Tertiary Legal 
Vendor Fee 14.25% 19.25% 22.25% 35% 
Collection Fee 16.62% 23.84% 28.62% 53.85% 


Proposed fee vendor will charge for collections,  
expressed as Collection Fee and/or Vendor Fee 


 
Vendors must complete and submit the above form (Table 2) with proposal fees. 
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Presents to: 


 


 
 


Response to Request for Qualifications for 
DEBT COLLECTIONS 


April 12, 2012 @ 2:00 p.m. 
Part III: Cost (Fee) Proposal 


(Part 3 of 4) 


 
EOS CCA 


700 Longwater Drive, Norwell, MA 02061 
Telephone: 800-886-9177  www.eos-cca.com  Fax: 781-681-4358 
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State of Nevada Request for Qualifications for Debt  Collection No. 2026 
Part III:  Cost (Fee) Proposal 
April 12, 2012 @ 2:00 p.m. 


  


 


 


700 Longwater Drive 
Norwell, MA 02061 
www.eos-cca.com 
800-886-9177 
781-681-4358 
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EOS CCA’s Cost (Fee) Proposal 
 


EOS CCA proposes the following fees:  


 


    Vendor Fee 


Line Item Amount Placed (percentage of funds actually 
recovered) 


001 up to $300.00 


Proposed fee vendor will charge for 
collections, expressed as Vendor fee 


11% 


002 $300.01- $25,000.00 


Proposed fee vendor will charge for 
collections, expressed as Vendor fee. 


11% 


003 $25,000.01 and above 


Proposed fee vendor will charge for 
collections, expressed as Vendor fee 


11% 


 


The fees in the above table are for initially placed accounts. Fees for secondary placements would 
be 17% and for tertiary placements would be 21%.  


 


The fee for Legal accounts, whether primes, secondary or tertiary accounts would be 28%. 
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		EOS CCA’s Cost (Fee) Proposal
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		State of Nevada Request for Qualifications for Debt  Collections No. 2026

Part II: Technical SOQ

April 12, 2012 @ 2:00 p.m.
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Response to Request for Qualifications No. 2026 for
DEBT COLLECTIONS
April 12, 2012 @ 2:00 p.m.
Part II: Technical SOQ
(Part 2 of 4)


EOS CCA
700 Longwater Drive, Norwell, MA 02061
Telephone: 800-886-9177  www.eos-cca.com  Fax: 781-681-4358


[bookmark: _Toc269112856]Section 3.3: Technical Minimum Qualifications

NOTE: It is mandatory that each component listed below in the Technical Minimum Qualifications be addressed.  Failure to address each component will result in disqualification of SOQ.



	Vendors proposing to receive an award through this RFQ must provide a detailed description of their proposed service plan, which must include, at a minimum, the following information: 



3.3.1 An overall, detailed approach to the performance of each of the following tasks outlined in this section. This approach should include a detailed description of the proposed collection services to be provided. 



EOS CCA will provide a compliant, effective collection program to the Nevada Controller’s office and its contracting agencies. For more information, please see “A Solid Implementation Program” beginning on page 38 of Part I, and “EOS CCA’s Collection Program” beginning on page 40 of Part I.

3.3.2 A description of the services to be provided to assist the State Controller’s Office in establishing a cost-effective collection service which will maximize the percentage of recovery of the State’s delinquent revenue claims.



EOS CCA will provide a compliant, effective collection program to the Nevada Controller’s office and its contracting agencies. For more information, please see “A Solid Implementation Program” beginning on page 38 of Part I, and “EOS CCA’s Collection Program” beginning on page 40 of Part I.

3.3.3 A description of the time frame necessary to acknowledge receipt of assigned claims or accounts and to begin work on assigned claims.

EOS CCA will acknowledge receipt of assigned claims or accounts within 24 hours of receiving those accounts. 

When you place your accounts with EOS CCA, we log them and send you a confirmation of receipt, in the format that you require, whether you are making an initial placement or one in a series of many.

With each placement, EOS CCA creates a new business batch with our in-house import mapping software, and then imports and audits your files, verifying the data in them and ensuring that the account totals agrees with the totals in the trailer record. If there are errors, the EOS CCA Quality Assurance Team corrects the file, and notifies you, if necessary. When the batch is approved, the New Business files are updated and released for work tactics.

EOS CCA’s Day One work tactics include “scrubs” for account holders who are deceased or who have filed for bankruptcy. When an account holder is found to be deceased, EOS CCA immediately stops all collection activity on the account, and notifies you immediately and refers the account to you. Should we discover that an account holder has filed for bankruptcy, we immediately stop collection activity on that account, notify you, and provide you with the filing documentation as soon as we are able to obtain it.

All remaining accounts then undergo an intelligent, automated ten (10)-step skip tracing process, which is detailed in the skip tracing flowchart on page 44 of Part 1 of our response to this RFQ. Additional address enhancement and verification scrubs, including NCOA18 (National Change of Address); CASS (Coding Accuracy Support System); DPV (Delivery Point Validation); and the United States Postal Service (USPS) AEC (Address Element Correction) and LACS (Locatable Address Conversion System) provide more accurate contact information that we then use to locate your taxpayers.

By Day Two, EOS CCA sends an initial letter, in both English and Spanish, explaining the debt, the creditor, the amount owed, and our role in its collection. These letters also provide detailed payment information to recipients.

In addition, EOS CCA also completes phone verification dialer scrubs automatically on all phones, excluding cell phones. Should we be unable to determine good phone numbers for accounts, we continue with the skip tracing process, as shown in the flowchart on page 44 of Part 1 of our response to this RFQ.

When we have identified good phone numbers, we call the debtor. If there is no answer, we leave a message, providing the debtor with information about contacting us. Should we reach the debtor, we explain the debt and strive to obtain payment in full. If the debtor is unable or unwilling to make payment in full, we recommend that they set up a payment plan, if allowed under the terms of the contract. 

However, EOS CCA’s initial account resolution is always that payment in full is due. For debtors who cannot or will not pay the account in full, we extend repayment options. 

For those who cannot or will not make payment in full, EOS CCA accepts various repayment arrangements designed to liquidate balances in an efficient manner based upon the debtors’ ability to pay. While we factor the State of Nevada’s specific payment timing and payment amount into repayment arrangements, collectors consider debtors’ current finances and financial situation when negotiating appropriate monthly payment plans on the balances due.

For repayment plans, collectors propose the following standards:

· One-third down, with repayment of the balance due within a period of no more than six (6) to twelve months.

· If the previous option is not possible, the entire balance due must be repaid over the next six (6) to twelve months.

· If the first and second options are not possible, set up an agreeable repayment plan after assessing the debtor’s financial status. 

All repayment agreements are reviewed quarterly to reassess the debtor’s current financial status and to make the necessary adjustments to his or her monthly promised payment amount.

For those with repayment agreements, collectors send out monthly reminder notices for payment. 

In the event of a broken promise, EOS CCA sends a reminder letter and makes daily attempts until contact is made. Once contact is made, we stay in contact until a new arrangement can be reached. Broken promises to pay are the first calls that a collector makes in the morning.

When requested to do so by the debtor, EOS CCA will provide documentation of the debt, and will contact you for any documentation needed.

Collection efforts continue when a debtor does not respond to letters and phone calls, and continues to neglect to pay his/her debt. EOS CCA continues to send letters and to make phone calls to the debtor, up to the maximum amount of calls allowed by law. Should efforts to resolve accounts be unsuccessful, and with the permission of the SC DOR, EOS CCA reviews unresolved accounts for legal action. Should you authorize legal action, EOS CCA’s Legal department has a network of attorneys throughout the United States who are prepared to litigate such cases.

A flowchart that provides an overview of EOS CCA’s collection process follows. EOS CCA uses analytics, scoring, and triggers to develop strategies that help us determine the ability of your taxpayers to meet their obligations.

[image: ]

3.3.4 A description of when and to what extent mailing, telephone and skip-tracing, filing judgments, bankruptcy claims, liens, garnishments, asset search, and other collection efforts will be used in terms of type, age and amount of assigned account.

EOS CCA uses all of the tactics described in the aforementioned paragraph. For more information on how EOS CCA uses them, please see “EOS CCA’s Collection Process” on page 40 in Part 1: Minimum Qualifications.

3.3.5 A description of the criteria to be applied in determining when installment payment of debts will be offered and the maximum term of such payment plan agreements.

EOS CCA’s initial account resolution is always that payment in full is due. For taxpayers and citizens who cannot or will not pay the account in full, we extend repayment options, but only with permission of the State of Nevada’s Controller’s Office or Agencies. 

With your permission, EOS CCA accepts various repayment arrangements designed to liquidate balances in an efficient manner based upon the taxpayer’s ability to pay. While we factor you specific payment timing and payment amount into repayment arrangements, collectors consider taxpayers’ current finances and financial situation when negotiating appropriate monthly payment plans on the balances due.

For repayment plans, collectors propose the following standards:

· One-third down, with repayment of the balance due within a period of no more than six (6) to twelve months.

· If the previous option is not possible, the entire balance due must be repaid over the next six (6) to twelve months.

· If the first and second options are not possible, set up an agreeable repayment plan after assessing the taxpayer’s financial status. 

All repayment agreements are reviewed quarterly to reassess the taxpayer’s current financial status and to make the necessary adjustments to his or her monthly promised payment amount.

For those with repayment agreements, collectors send out monthly reminder notices for payment. The Ontario FACS Collection System tracks these dates, and produces the reminders.

In the event of a broken promise, EOS CCA sends a reminder letter and makes daily attempts until contact is made. Once contact is made, we stay in contact until a new arrangement can be reached. Broken promises to pay are the first calls that a collector makes in the morning.  

Generally, EOS CCA requests payment-in-full for accounts under $200, unless there are extenuating circumstances, such as a taxpayer who is an active member of the military, or is receiving Social Security payments. 

EOS CCA always acts under the direction of its clients, and would do so with the State of Nevada as well. 

3.3.6 A description of the maintenance procedures forms and monitoring to be used for payment plan agreements.

EOS CCA monitors payment plan agreements using the Ontario FACS system. We send debtors payment plan reminders periodically in compliance with FDCPA requirements.

On all initial contacts, EOS CCA’s collection professionals:

· identify their calls as originating from EOS CCA, in behalf of the State of Nevada;

· specify the debt, the original balance, and the amount due; and

· require payment in full.

Collectors also: 

· notify the borrowers of the proper mailing address for payments and correspondence;

· provide payment coupons, if needed; and

· make clear that personal checks, postal money orders, Western Union money orders, MasterCard, Visa, wire transfer and certified checks are acceptable methods of payments. 

EOS CCA’s contract collection professionals strive to:

1. obtain Payment in Full

2. while using debtor- sensitive collection procedures while

3. communicating a sense of urgency.

If the initial collection attempt does not resolve the debt, the collector schedules the borrower file for follow-up between three to seven days from the date of initial contact. The collector is responsible for working the file and substantiating the status six times per 30 calendar days, or as mandated by state law. If a file is in suspended status, it will not be worked until the State of Nevada releases the suspended status. 

All contract collectors work three nights per week until 9:00 p.m. to fulfill resolution requirements. Saturdays are scheduled as workdays from 8:00 a.m. to 4:00 p.m. The staff is split to provide coverage Monday through Friday from 8:00 a.m. to 9:00 p.m. and on Saturday from 8:00 a.m. to 4:00 p.m. 

For files with no existing telephone number, but that receive mail, collectors leave messages at places of probable receipt, as allowed by State and Federal law. Other applicable skip tracing efforts are followed as required by the Skip Tracing Minimum Standard guidelines.

Basic Collection Script

		Action

		Sample Statements



		1. Identify the debtor/verify current address.

		“Ms. Smith, this is a personal business call. To protect your privacy and to verify that I am speaking with the proper party, may I have the last four digits of your social security number?”



“Are you still living at 555 Rolling Hills Road?”



		2. Disclose collection information.



		“Ms. Smith, my name is Joe Collector. I am calling from EOS CCA, regarding an overdue account you have with the State of Oregon for the amount of $5683.00. This balance must be paid in full today. What method of payment would you like to use?”





		3. Listen to borrower’s response.



		



		4. Pitch balance-in-full using an “urgency” method.

		“Because of the delinquency of the account, we can take a credit card over the phone right now, or we can accept your payment sent via Western Union.”





		5. Build rapport.

		“I understand.”

“I certainly do sympathize.”



		6. Describe borrower’s alternative sources of money for payment (e.g., banks, credit unions, credit cards, cash advance from employer, family/friends, etc.)



		“I know of another person who was in a similar situation, and this is what they did….”



		7. Explain consequences of not paying the debt.

		“We cannot let this debt go any further. To avoid possible further action and additional fees, you must pay the balance today. I can see if my supervisor will approve post-dated checks.”



		8. In the event of a “Cross Call” 

		“Please hold one moment. I will get my supervisor to help us.”







3.3.7 A description of other collection efforts and when they would be used based upon the type, age and amounts of assigned accounts.

EOS CCA works all accounts, regardless of type, age, and amount. We

3.3.8 A description of the criteria according to which settlement for partial payment of a debt will be recommended.

EOS CCA would recommend settlement for partial payment of a debt under extenuating circumstances, such as the debtor having no assets, and being on a fixed income, such as receiving Social Security payments.

3.3.9 A description of the criteria to be applied when debt collection efforts are no longer cost effective.



EOS CCA will follow the guidelines set by the State of Nevada in closing and returning accounts in a timely fashion. CCA understands the State of Nevada has the right to close and return at its discretion for any reason and that EOS CCA will not be due any fees for subsequent collection recovery.

Managers will run an aging report on a monthly basis to identify accounts approaching the mandatory close and return period. The aging report will be utilized in developing call campaigns, letter campaigns, and legal reviews for further action recommendations to the State of Nevada.

No additional fees will due to for payment received on accounts kept account open for any period of time.

A final demand letter will be sent, when appropriate, prior to an account being closed and returned. CCA has several standard cancel codes and could create unique codes for the State of Nevada to easily identify accounts EOS CCA recommends for further action.

EOS CCA will maintain copies of all student records, activities, and payments for a period of six years after the accounts have been closed and returned.



3.3.10 A description of the criteria proposed when reporting debts to a credit reporting agency, amount, age, etc.



If required by contract, EOS CCA reports delinquent accounts to the major credit bureaus-Equifax, Experian or TransUnion. At a minimum, an account is reported to the credit bureau thirty (30) days after the initial Dunning notice, since the debtor has the legal right to dispute the debt.

EOS CCCA can report to all three credit bureaus – Experian, Trans Union and Equifax basis, and can interface with the bureaus at any frequency and in any manner required. 

On a weekly basis, EOS CCA sends an electronic file to the credit bureaus, deleting any derogatory and updating information. If an individual debtor needs an immediate credit bureau deletion, EOS CCA uses E-OSCAR software to update credit bureau information.









For accounts that have previously reported to the credit bureaus, EOS CCA recommends having the status code changed to “account assigned to internal or external collections”. Depending on the existing format, Metro One or Metro Two, the code to use is ninety-two (92), or ninety-three (93), respectively. When accounts are transferred to EOS CCA using the proper code, EOS CCA can then appropriately report monthly updates including the current balance and payments made. 

EOS CCA will respond to all credit bureau disputes within forty-eight (48) hours of receipt. 

EOS CCA does not charge for reporting to the credit bureaus, proving updates, or for processing disputes.



3.3.11 A description of the procedures through which collection will be recommended for legal services or litigation, the criteria for determining the appropriateness of legal services or litigation and the mechanisms through which the State will be notified of the need for legal services, apprised of legal services status, including a description of the frequency and content of periodic reports to the State. Procedures for conducting legal services that may occur outside of the State of Nevada must also be described.  Any awarded vendor shall not employ, retain or otherwise utilize legal counsel in the performance of any work within the scope of the contract without prior authorization from the State Controller’s Office. 



[bookmark: _Toc280610491]Accounts Recommended for Legal Action 

EOS CCA recommends account for legal action when they meet certain criteria, such as in states where legal action is enforceable, when a debtor is unwilling to or refuses to pay, and when we have verified that a debtor has the assets necessary for payment.

EOS CCA does not engage in litigation without the express approval of our clients, and we would never take legal action without the approval of the State of Nevada Controller’s Office and its agencies prior to initiating any legal actions on accounts. 

[bookmark: _Toc269477375]Filing Lawsuits

EOS CCA would follow the guidelines of the State of Nevada Controller’s Office and its agencies regarding the request and filing of law suits.

As part of EOS CCA’s established procedures, accounts are scheduled for automatic legal review and recommendations to pursue litigation will be sent to you on a monthly basis.

Prior to sending suit authorization letters to you, EOS CCA’s Legal Department Manager reviews and assesses each debtor account to ensure that:

· The cost of filing suit does not exceed the amount recoverable from the debtor.

· The debtor is not in a skip trace status.

· There are available assets to liquidate.

· There is income available for entry into a repayment agreement under judgment that will benefit the State of Nevada.

· There is no known defense.

· The debtor does not have existing state and/or federal judgments that would impede a repayment agreement under judgment.

· The balance is more than $200.

[bookmark: OLE_LINK16][bookmark: OLE_LINK17][bookmark: OLE_LINK18]The Legal Department Manager recommends an account for litigation only after confirming that:

· The collector has diligently worked on effecting a payment-in-full re-payment plan in accordance with EOS CCA Minimum Resolution Standards and the guidelines outlined by the State of Nevada and its Agencies.

· The debtor has the capacity for employment, or assets to make full payment, or to enter into repayment, and has verifiable income.

· The debtor refuses to cooperate.

· Repayment options have been provided to the debtor 

Accounts that qualify for litigation are coded for litigation and a request is sent to the State for Signatory Authorization to proceed with litigation activities. EOS CCA advances all legal cost for all accounts entering a legal status; costs are recovered once a debtor enters into repayment.

Once EOS CCA receives suit authorization from the State of Nevada, debtors are notified via final letter that their debt is being forwarded to an attorney or law firm in their geographic area. The letter is sent in accordance with the debtor’s state and local regulations, which generally provide a 10- to 30-day final notice. If there is no response from the debtor, all data and supporting documents regarding the account are forwarded to an attorney or law firm under contract with EOS CCA for litigation in the debtor’s demographic area. We have a network of qualified and experienced attorneys nationwide. 

The attorney will send an initial written notification of impending litigation to the debtor, allowing a ten (10) day grace period to resolve the account out of court. If no payment is made during the grace period, suit is filed immediately.

Upon the request of the State, legal accounts, regardless of the legal status of the account will be closed and returned to the State. EOS CCA, the attorney, or law firm will relinquish future claims and rights to payments.

EOS CCA will meet all litigation requirements set forth by the State of Nevada. 

[bookmark: _Toc269477376]Legal Procedures

All legal accounts are managed in a separate department from the collection floor and have a manager overseeing the internal processes as well as managing and measuring the performance of attorneys and law firms under contract with EOS CCA. Like our clients, we measure the attorneys and law firms for performance, compliance and collection results. To maximize recovery efforts, when necessary, EOS CCA will make changes with attorneys and law firms. 

EOS CCA and the attorneys and law firms we contract make every effort to recover the judgment amount granted. 

An overview of the litigation process is provided in the Litigation Flowchart that immediately follows. 



[image: ]



3.3.12 A description of the procedure and time frame for the return of any accounts to the State Controller’s for circumstances detailed in Section 1.2, Overview and Scope of Work.



EOS CCA will return accounts immediately when requested, and will return deceaseds and bankruptcy accounts as soon as possible after they are identified by LexisNexis and they have provided us with the appropriate documentation as proof.



3.3.13 Examples of demand notices, letters, forms and telephone communication procedures and other methods used.



Please see the information behind Tab 5 in Part 1: Minimum Qualifications.



3.3.14 A description of any other relevant information supporting the vendor’s ability to perform the scope of work outlined in Section 1 of the RFQ.  Vendors may include descriptions of any additional services they may desire to provide.  Such additional services may include:  skip tracing, computer interface, courier pick-up service for reports and referrals, specialized collection reports or letters, financial reports on creditors, providing agency with "read only" computer access to clarify balances on assigned cases, etc.

	

EOS CCA provides other services, including “standalone” skip-tracing; letter development and design; and scoring and analytics service. Additional information is available upon request.
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Section 3.3: Technical Minimum Qualifications 
NOTE: It is mandatory that each component listed below in the Technical 
Minimum Qualifications be addressed.  Failure to address each component will 
result in disqualification of SOQ. 


 


 Vendors proposing to receive an award through this RFQ must provide a detailed 
description of their proposed service plan, which must include, at a minimum, the 
following information:  


 


3.3.1 An overall, detailed approach to the performance of each of the following tasks 
outlined in this section. This approach should include a detailed description of the 
proposed collection services to be provided.  


 


EOS CCA will provide a compliant, effective collection program to the Nevada 
Controller’s office and its contracting agencies. For more information, please see “A 
Solid Implementation Program” beginning on page 38 of Part I, and “EOS CCA’s 
Collection Program” beginning on page 40 of Part I. 


3.3.2 A description of the services to be provided to assist the State Controller’s Office 
in establishing a cost-effective collection service which will maximize the 
percentage of recovery of the State’s delinquent revenue claims. 


 


EOS CCA will provide a compliant, effective collection program to the Nevada 
Controller’s office and its contracting agencies. For more information, please see “A 
Solid Implementation Program” beginning on page 38 of Part I, and “EOS CCA’s 
Collection Program” beginning on page 40 of Part I. 


3.3.3 A description of the time frame necessary to acknowledge receipt of assigned 
claims or accounts and to begin work on assigned claims. 


EOS CCA will acknowledge receipt of assigned claims or accounts within 24 hours of 
receiving those accounts.  
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When you place your accounts with EOS CCA, we log them and send you a confirmation 
of receipt, in the format that you require, whether you are making an initial placement or 
one in a series of many. 


With each placement, EOS CCA creates a new business batch with our in-house import 
mapping software, and then imports and audits your files, verifying the data in them and 
ensuring that the account totals agrees with the totals in the trailer record. If there are 
errors, the EOS CCA Quality Assurance Team corrects the file, and notifies you, if 
necessary. When the batch is approved, the New Business files are updated and 
released for work tactics. 


EOS CCA’s Day One work tactics include “scrubs” for account holders who are deceased 
or who have filed for bankruptcy. When an account holder is found to be deceased, EOS 
CCA immediately stops all collection activity on the account, and notifies you 
immediately and refers the account to you. Should we discover that an account holder 
has filed for bankruptcy, we immediately stop collection activity on that account, notify 
you, and provide you with the filing documentation as soon as we are able to obtain it. 


All remaining accounts then undergo an intelligent, automated ten (10)-step skip tracing 
process, which is detailed in the skip tracing flowchart on page 44 of Part 1 of our 
response to this RFQ. Additional address enhancement and verification scrubs, including 
NCOA18 (National Change of Address); CASS (Coding Accuracy Support System); DPV 
(Delivery Point Validation); and the United States Postal Service (USPS) AEC (Address 
Element Correction) and LACS (Locatable Address Conversion System) provide more 
accurate contact information that we then use to locate your taxpayers. 


By Day Two, EOS CCA sends an initial letter, in both English and Spanish, explaining the 
debt, the creditor, the amount owed, and our role in its collection. These letters also 
provide detailed payment information to recipients. 


In addition, EOS CCA also completes phone verification dialer scrubs automatically on all 
phones, excluding cell phones. Should we be unable to determine good phone numbers 
for accounts, we continue with the skip tracing process, as shown in the flowchart on 
page 44 of Part 1 of our response to this RFQ. 


When we have identified good phone numbers, we call the debtor. If there is no answer, 
we leave a message, providing the debtor with information about contacting us. Should 
we reach the debtor, we explain the debt and strive to obtain payment in full. If the 
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debtor is unable or unwilling to make payment in full, we recommend that they set up a 
payment plan, if allowed under the terms of the contract.  


However, EOS CCA’s initial account resolution is always that payment in full is due. For 
debtors who cannot or will not pay the account in full, we extend repayment options.  


For those who cannot or will not make payment in full, EOS CCA accepts various 
repayment arrangements designed to liquidate balances in an efficient manner based 
upon the debtors’ ability to pay. While we factor the State of Nevada’s specific payment 
timing and payment amount into repayment arrangements, collectors consider debtors’ 
current finances and financial situation when negotiating appropriate monthly payment 
plans on the balances due. 


For repayment plans, collectors propose the following standards: 


• One-third down, with repayment of the balance due within a period of no more 
than six (6) to twelve months. 


• If the previous option is not possible, the entire balance due must be repaid over 
the next six (6) to twelve months. 


• If the first and second options are not possible, set up an agreeable repayment 
plan after assessing the debtor’s financial status.  


All repayment agreements are reviewed quarterly to reassess the debtor’s current 
financial status and to make the necessary adjustments to his or her monthly promised 
payment amount. 


For those with repayment agreements, collectors send out monthly reminder notices for 
payment.  


In the event of a broken promise, EOS CCA sends a reminder letter and makes daily 
attempts until contact is made. Once contact is made, we stay in contact until a new 
arrangement can be reached. Broken promises to pay are the first calls that a collector 
makes in the morning. 


When requested to do so by the debtor, EOS CCA will provide documentation of the 
debt, and will contact you for any documentation needed. 


Collection efforts continue when a debtor does not respond to letters and phone calls, 
and continues to neglect to pay his/her debt. EOS CCA continues to send letters and to 
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make phone calls to the debtor, up to the maximum amount of calls allowed by law. 
Should efforts to resolve accounts be unsuccessful, and with the permission of the SC 
DOR, EOS CCA reviews unresolved accounts for legal action. Should you authorize legal 
action, EOS CCA’s Legal department has a network of attorneys throughout the United 
States who are prepared to litigate such cases. 


A flowchart that provides an overview of EOS CCA’s collection process follows. EOS 
CCA uses analytics, scoring, and triggers to develop strategies that help us determine 
the ability of your taxpayers to meet their obligations. 
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3.3.4 A description of when and to what extent mailing, telephone and skip-tracing, 
filing judgments, bankruptcy claims, liens, garnishments, asset search, and other 
collection efforts will be used in terms of type, age and amount of assigned 
account. 


EOS CCA uses all of the tactics described in the aforementioned paragraph. For more 
information on how EOS CCA uses them, please see “EOS CCA’s Collection Process” on 
page 40 in Part 1: Minimum Qualifications. 


3.3.5 A description of the criteria to be applied in determining when installment 
payment of debts will be offered and the maximum term of such payment plan 
agreements. 


EOS CCA’s initial account resolution is always that payment in full is due. For taxpayers 
and citizens who cannot or will not pay the account in full, we extend repayment options, 
but only with permission of the State of Nevada’s Controller’s Office or Agencies.  


With your permission, EOS CCA accepts various repayment arrangements designed to 
liquidate balances in an efficient manner based upon the taxpayer’s ability to pay. While 
we factor you specific payment timing and payment amount into repayment 
arrangements, collectors consider taxpayers’ current finances and financial situation 
when negotiating appropriate monthly payment plans on the balances due. 


For repayment plans, collectors propose the following standards: 


• One-third down, with repayment of the balance due within a period of no more 
than six (6) to twelve months. 


• If the previous option is not possible, the entire balance due must be repaid over 
the next six (6) to twelve months. 


• If the first and second options are not possible, set up an agreeable repayment 
plan after assessing the taxpayer’s financial status.  


All repayment agreements are reviewed quarterly to reassess the taxpayer’s current 
financial status and to make the necessary adjustments to his or her monthly promised 
payment amount. 


For those with repayment agreements, collectors send out monthly reminder notices for 
payment. The Ontario FACS Collection System tracks these dates, and produces the 
reminders. 
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In the event of a broken promise, EOS CCA sends a reminder letter and makes daily 
attempts until contact is made. Once contact is made, we stay in contact until a new 
arrangement can be reached. Broken promises to pay are the first calls that a collector 
makes in the morning.   


Generally, EOS CCA requests payment-in-full for accounts under $200, unless there are 
extenuating circumstances, such as a taxpayer who is an active member of the military, 
or is receiving Social Security payments.  


EOS CCA always acts under the direction of its clients, and would do so with the State 
of Nevada as well.  


3.3.6 A description of the maintenance procedures forms and monitoring to be used for 
payment plan agreements. 


EOS CCA monitors payment plan agreements using the Ontario FACS system. We send 
debtors payment plan reminders periodically in compliance with FDCPA requirements. 


On all initial contacts, EOS CCA’s collection professionals: 


• identify their calls as originating from EOS CCA, in behalf of the State of Nevada; 


• specify the debt, the original balance, and the amount due; and 


• require payment in full. 


Collectors also:  


• notify the borrowers of the proper mailing address for payments and 
correspondence; 


• provide payment coupons, if needed; and 


• make clear that personal checks, postal money orders, Western Union money 
orders, MasterCard, Visa, wire transfer and certified checks are acceptable 
methods of payments.  


EOS CCA’s contract collection professionals strive to: 


1. obtain Payment in Full 


2. while using debtor- sensitive collection procedures while 


3. communicating a sense of urgency. 
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If the initial collection attempt does not resolve the debt, the collector schedules the 
borrower file for follow-up between three to seven days from the date of initial contact. 
The collector is responsible for working the file and substantiating the status six times 
per 30 calendar days, or as mandated by state law. If a file is in suspended status, it will 
not be worked until the State of Nevada releases the suspended status.  


All contract collectors work three nights per week until 9:00 p.m. to fulfill resolution 
requirements. Saturdays are scheduled as workdays from 8:00 a.m. to 4:00 p.m. The 
staff is split to provide coverage Monday through Friday from 8:00 a.m. to 9:00 p.m. and 
on Saturday from 8:00 a.m. to 4:00 p.m.  


For files with no existing telephone number, but that receive mail, collectors leave 
messages at places of probable receipt, as allowed by State and Federal law. Other 
applicable skip tracing efforts are followed as required by the Skip Tracing Minimum 
Standard guidelines. 


Basic Collection Script 


Action Sample Statements 


1. Identify the debtor/verify current address. “Ms. Smith, this is a personal business call. To protect 
your privacy and to verify that I am speaking with the 
proper party, may I have the last four digits of your 
social security number?” 


 


“Are you still living at 555 Rolling Hills Road?” 


2. Disclose collection information. 


 


“Ms. Smith, my name is Joe Collector. I am calling from 
EOS CCA, regarding an overdue account you have 
with the State of Oregon for the amount of $5683.00. 
This balance must be paid in full today. What method 
of payment would you like to use?” 


 


3. Listen to borrower’s response. 
 


 


4. Pitch balance-in-full using an “urgency” “Because of the delinquency of the account, we can 
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method. take a credit card over the phone right now, or we can 
accept your payment sent via Western Union.” 


 


5. Build rapport. “I understand.” 


“I certainly do sympathize.” 


6. Describe borrower’s alternative sources of 
money for payment (e.g., banks, credit unions, 
credit cards, cash advance from employer, 
family/friends, etc.) 


 


“I know of another person who was in a similar 
situation, and this is what they did….” 


7. Explain consequences of not paying the debt. “We cannot let this debt go any further. To avoid 
possible further action and additional fees, you must 
pay the balance today. I can see if my supervisor will 
approve post-dated checks.” 


8. In the event of a “Cross Call”  “Please hold one moment. I will get my supervisor to 
help us.” 


 


3.3.7 A description of other collection efforts and when they would be used based upon 
the type, age and amounts of assigned accounts. 


EOS CCA works all accounts, regardless of type, age, and amount. We 


3.3.8 A description of the criteria according to which settlement for partial payment of 
a debt will be recommended. 


EOS CCA would recommend settlement for partial payment of a debt under extenuating 
circumstances, such as the debtor having no assets, and being on a fixed income, such 
as receiving Social Security payments. 


3.3.9 A description of the criteria to be applied when debt collection efforts are no 
longer cost effective. 


 


EOS CCA will follow the guidelines set by the State of Nevada in closing and returning 
accounts in a timely fashion. CCA understands the State of Nevada has the right to close 
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and return at its discretion for any reason and that EOS CCA will not be due any fees for 
subsequent collection recovery. 


Managers will run an aging report on a monthly basis to identify accounts approaching 
the mandatory close and return period. The aging report will be utilized in developing call 
campaigns, letter campaigns, and legal reviews for further action recommendations to 
the State of Nevada. 


No additional fees will due to for payment received on accounts kept account open for 
any period of time. 


A final demand letter will be sent, when appropriate, prior to an account being closed and 
returned. CCA has several standard cancel codes and could create unique codes for the 
State of Nevada to easily identify accounts EOS CCA recommends for further action. 


EOS CCA will maintain copies of all student records, activities, and payments for a period 
of six years after the accounts have been closed and returned. 


 


3.3.10 A description of the criteria proposed when reporting debts to a credit reporting 
agency, amount, age, etc. 


 


If required by contract, EOS CCA reports delinquent accounts to the major credit 
bureaus-Equifax, Experian or TransUnion. At a minimum, an account is reported to the 
credit bureau thirty (30) days after the initial Dunning notice, since the debtor has the 
legal right to dispute the debt. 


EOS CCCA can report to all three credit bureaus – Experian, Trans Union and Equifax 
basis, and can interface with the bureaus at any frequency and in any manner required.  


On a weekly basis, EOS CCA sends an electronic file to the credit bureaus, deleting any 
derogatory and updating information. If an individual debtor needs an immediate credit 
bureau deletion, EOS CCA uses E-OSCAR software to update credit bureau information. 
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For accounts that have previously reported to the credit bureaus, EOS CCA recommends 
having the status code changed to “account assigned to internal or external collections”. 
Depending on the existing format, Metro One or Metro Two, the code to use is ninety-
two (92), or ninety-three (93), respectively. When accounts are transferred to EOS CCA 
using the proper code, EOS CCA can then appropriately report monthly updates 
including the current balance and payments made.  


EOS CCA will respond to all credit bureau disputes within forty-eight (48) hours of 
receipt.  


EOS CCA does not charge for reporting to the credit bureaus, proving updates, or for 
processing disputes. 


 


3.3.11 A description of the procedures through which collection will be recommended 
for legal services or litigation, the criteria for determining the appropriateness of 
legal services or litigation and the mechanisms through which the State will be 
notified of the need for legal services, apprised of legal services status, including 
a description of the frequency and content of periodic reports to the State. 
Procedures for conducting legal services that may occur outside of the State of 
Nevada must also be described.  Any awarded vendor shall not employ, retain or 
otherwise utilize legal counsel in the performance of any work within the scope of 
the contract without prior authorization from the State Controller’s Office.  


 


Accounts Recommended for Legal Action  


EOS CCA recommends account for legal action when they meet certain criteria, such as 
in states where legal action is enforceable, when a debtor is unwilling to or refuses to 
pay, and when we have verified that a debtor has the assets necessary for payment. 


EOS CCA does not engage in litigation without the express approval of our clients, and 
we would never take legal action without the approval of the State of Nevada Controller’s 
Office and its agencies prior to initiating any legal actions on accounts.  


Filing Lawsuits 


EOS CCA would follow the guidelines of the State of Nevada Controller’s Office and its 
agencies regarding the request and filing of law suits. 
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As part of EOS CCA’s established procedures, accounts are scheduled for automatic 
legal review and recommendations to pursue litigation will be sent to you on a monthly 
basis. 


Prior to sending suit authorization letters to you, EOS CCA’s Legal Department Manager 
reviews and assesses each debtor account to ensure that: 


• The cost of filing suit does not exceed the amount recoverable from the debtor. 


• The debtor is not in a skip trace status. 


• There are available assets to liquidate. 


• There is income available for entry into a repayment agreement under judgment 
that will benefit the State of Nevada. 


• There is no known defense. 


• The debtor does not have existing state and/or federal judgments that would 
impede a repayment agreement under judgment. 


• The balance is more than $200. 


The Legal Department Manager recommends an account for litigation only after 
confirming that: 


• The collector has diligently worked on effecting a payment-in-full re-payment 
plan in accordance with EOS CCA Minimum Resolution Standards and the 
guidelines outlined by the State of Nevada and its Agencies. 


• The debtor has the capacity for employment, or assets to make full payment, or to 
enter into repayment, and has verifiable income. 


• The debtor refuses to cooperate. 


• Repayment options have been provided to the debtor  


Accounts that qualify for litigation are coded for litigation and a request is sent to the 
State for Signatory Authorization to proceed with litigation activities. EOS CCA advances 
all legal cost for all accounts entering a legal status; costs are recovered once a debtor 
enters into repayment. 
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Once EOS CCA receives suit authorization from the State of Nevada, debtors are 
notified via final letter that their debt is being forwarded to an attorney or law firm in their 
geographic area. The letter is sent in accordance with the debtor’s state and local 
regulations, which generally provide a 10- to 30-day final notice. If there is no response 
from the debtor, all data and supporting documents regarding the account are forwarded 
to an attorney or law firm under contract with EOS CCA for litigation in the debtor’s 
demographic area. We have a network of qualified and experienced attorneys 
nationwide.  


The attorney will send an initial written notification of impending litigation to the debtor, 
allowing a ten (10) day grace period to resolve the account out of court. If no payment is 
made during the grace period, suit is filed immediately. 


Upon the request of the State, legal accounts, regardless of the legal status of the 
account will be closed and returned to the State. EOS CCA, the attorney, or law firm will 
relinquish future claims and rights to payments. 


EOS CCA will meet all litigation requirements set forth by the State of Nevada.  


Legal Procedures 


All legal accounts are managed in a separate department from the collection floor and 
have a manager overseeing the internal processes as well as managing and measuring 
the performance of attorneys and law firms under contract with EOS CCA. Like our 
clients, we measure the attorneys and law firms for performance, compliance and 
collection results. To maximize recovery efforts, when necessary, EOS CCA will make 
changes with attorneys and law firms.  


EOS CCA and the attorneys and law firms we contract make every effort to recover the 
judgment amount granted.  


An overview of the litigation process is provided in the Litigation Flowchart that 
immediately follows.  
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3.3.12 A description of the procedure and time frame for the return of any accounts to 
the State Controller’s for circumstances detailed in Section 1.2, Overview and 
Scope of Work. 


 


EOS CCA will return accounts immediately when requested, and will return deceaseds 
and bankruptcy accounts as soon as possible after they are identified by LexisNexis and 
they have provided us with the appropriate documentation as proof. 


 


3.3.13 Examples of demand notices, letters, forms and telephone communication 
procedures and other methods used. 


 


Please see the information behind Tab 5 in Part 1: Minimum Qualifications. 


 


3.3.14 A description of any other relevant information supporting the vendor’s ability to 
perform the scope of work outlined in Section 1 of the RFQ.  Vendors may 
include descriptions of any additional services they may desire to provide.  Such 
additional services may include:  skip tracing, computer interface, courier pick-up 
service for reports and referrals, specialized collection reports or letters, financial 
reports on creditors, providing agency with "read only" computer access to clarify 
balances on assigned cases, etc. 


  


EOS CCA provides other services, including “standalone” skip-tracing; letter development 
and design; and scoring and analytics service. Additional information is available upon 
request. 
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Letter of Transmittal 
 
April 10, 2012 


Colleen G. Janes 
State of Nevada, Purchasing Division 
515 E. Musser Street, Suite 300 
Carson City, NV  89701 
 
Re: Debt Collections, RFQ #2026 


Dear Ms. Janes,  


I am pleased to submit our revised offer to the State of Nevada (the State) in accordance with 
the instructions of RFQ #2026 for Debt Collections. We have indicated any changes to our 
original response using a yellow highlight, as specified by the RFQ.  


Harris & Harris was founded by the late Samuel Harris in 1968, who envisioned a collection 
agency that would treat debtors with respect and compassion. In the ensuing 43 years, we have 
upheld Mr. Harris’s vision, and are at all times guided by our mission statement:  


 


We have built a reputation in this industry of a different approach to collections, one where we 
view debtors not as our adversary, but as a partner. Our representatives are trained to take a 
collaborative approach to debtor contact, regarding the debt owed as a problem to be solved 
together. This culture of respect permeates every level of our organization, and is the reason 
that Harris & Harris sees remarkably little turnover in our workforce, very few debtor complaints, 
and collection returns that exceed our clients’ expectations.  


The Harris & Harris Approach 


Harris and Harris, Ltd., privately-owned collection agency law firm, meets and substantially 
exceeds all requirements of the RFQ. Our organization has earned an exemplary reputation for 
quality and integrity over a 43-year history. Our dedicated employees are committed to 
providing the State excellent collection productivity while still following a corporate policy of a 
compassionate, respectful recovery approach.  


We provide total transparency in our work on behalf of all of our clients. Every call is recorded 
and every recording is available on request. Harris & Harris invests heavily in technology and 
highly qualified personnel. We are constantly exploring new services and technology that would 
aid in more efficient collection of our clients’ receivables. Additionally, we maintain highly skilled 
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and dedicated legal, information technology, and customer service teams to enhance our ability 
to serve our clients’ needs.  


Our asset and skip trace location services are second to none. We also provide proprietary debt 
scoring capabilities that can accurately predict collection outcomes and focus debt collection 
activity to maximize results.  


Contact Information 


Please contact Brent Brown, our Director of Business Development, for all matters pertaining to 
this RFQ or subsequent award. In his absence kindly contact me. Our respective contact 
information is as follows: 


Arnold Scott Harris, Esq., President 
Harris & Harris, Ltd. 
222 Merchandise Mart Plaza, Suite 1900 
Chicago, IL 60654 
312-423-7400 (direct) 
312-803-0020 (fax) 
aharris@harriscollect.com 


Brent Brown, Dir. of Business Development 
Harris & Harris, Ltd. 
222 Merchandise Mart Plaza, Suite 1900 
Chicago, IL 60654 
312-423-7805 (direct) 
312-423-2025 (fax) 
bbrown@harriscollect.com  


Why Harris & Harris? 


With Harris & Harris as a partner, the State can achieve its objective of increased recovery of its 
delinquent accounts receivable. We promise: 


 To treat your debtors fairly and with respect; and to communicate with your debtors using 
letters and scripts that are clear, concise, and effective, and that have been tailored to your 
exact specifications 


 To manage your project with seasoned leaders who have over a decade of direct 
experience working Nevada debtors, and to staff your project with experienced staff who 
can advise the State on best practices to maximize recovery 


 To furnish the State with informative, meaningful reports that track collection trends and 
provide invaluable insight into the overall collection effort 


 To draw upon our 43 years of experience as a collection agency law firm for government 
clients across the country 


It is our privilege to offer the State a financial recovery solution that is productive, socially 
responsible, and quality-driven. 


Sincerely,  


 
 
Arnold S. Harris, Esq. 
President and CEO 
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State of Nevada  


 
 


Brian Sandoval 
Department of Administration Governor 
Purchasing Division  
515 E. Musser Street, Suite 300 Greg Smith 
Carson City, NV  89701 Administrator 


 


SUBJECT: Amendment No. 1 to Request for Qualification No. 2026 


DATE OF AMENDMENT: April 2, 2012 


DATE OF RFQ RELEASE: March 15, 2012 


DATE AND TIME OF OPENING: April 12, 2012 @ 2:00 p.m. 


AGENCY CONTACT: Colleen Janes, Procurement Staff Member 


 
 
The following shall be a part of RFQ No. 2026 for Debt Collections.  If a vendor has already 
returned a proposal and any of the information provided below changes that proposal, please 
submit the changes along with this amendment.  You need not re-submit an entire proposal prior 
to the opening date and time. 
 
 
1. Section 1.2.8 states “If there is no collection activity by a vendor for sixty consecutive 


days at any point following the referral, the Controller’s Office may recall the account.”  
There are times when efforts are exhausted for a period of 60 days or more, and the 
accounts are then subsequently re-worked to allow the consumer’s personal situation to 
change. Credit bureau reporting also remains in effect. Would the Controller’s Office still 
recall accounts in this situation?  
 
The Controller’s Office anticipates that the Collection Agency will maintain a log to 
show the multiple activities it performed on that account, including the information 
outlined in the scenario posed by the question.  If the Collection Agency shows that it is 
actively working the account then the Controller’s Office may allow the account to stay 
with the Collection Agency. 
 


2. Section 1.2.19 states “State agency accounts cannot be comingled.”  Does this apply to 
consumer accounts or State accounts?  If for consumer accounts, this creates some 
concern for a private agency because allowing us to combine the debt, the private 
collection agency is able to send more notices on each account.  Is the State willing to 
modify this requirement to allow combining debts so long as reporting to each State 
agency is segregated?  


 
It is important to be aware of the fee structure of the account.  One State agency may 
submit an account where the amount of the debt is under $300.00 and a different 
agency may submit the same debtor but the amount of the debt is over $300.00.  In this 
case, because of the statutory fee limitations outlined in Section 1.2.1.3, we cannot add 
up both accounts and add the Collection Fee to the amount of the total debt.  
Additionally, our office also needs to maintain separate statements for each State 
agency for accounting purposes.  The Vendor may submit a detailed plan to the 
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Controller’s Office.  If the plan meets the needs of our Office, then we can evaluate 
possible ways to work comingled accounts. 
 


3. Section 1.2.38.13 states “Awarded vendor are responsible for initiating legal action 
against any debt owed to the State of Nevada if so instructed by the Controller’s Office.”  
In the case where no asset exists, is the State going to absorb the legal costs since it may 
not result in the recovery of any funds?  


 
No, the State will not absorb any legal costs, please refer to Sections 1.2.30 and 1.2.31.  
The fees are based upon vendor’s performance of actual collections.  Vendors may 
describe in the proposal the criteria to determine when to initiate legal actions against 
the debtors.  The vendor shall not initiate legal proceedings on an account without 
prior authorization by the Controller’s Office 
 


4. Section 4.1.1 asks for the number of NV employees.  Is there a preference for instate 
vendors? 
 
The Controller’s Office may assign additional points to firms with actual, physical 
offices in Nevada staffed by Nevada residents, see Section 8.1.5.  However, also refer to 
Attachment H, Questions 45 and 46, which state that Section 8.1 does not include 
criteria for location of vendor call center, corporate headquarters, or collection 
facilities. 
 


5. Attachment H, #17, requires the Controller’s Office approval of payment plans.  Are 
there general requirements that we can follow so as not to have to seek approval on every 
individual account? 
 
Vendors may accept partial payments from a debtor at any time.  Further, the 
Controller’s Office realizes the need for flexibility and is not seeking to approve every 
single payment plan.  Rather, we intend to coordinate with the vendors to establish 
procedures that are flexible and workable for both the vendors and our office.  The 
Controller’s Office is guided by NRS 353C.130 which authorizes the Controller to 
enter into an agreement with a debtor to receive payments on an installment basis for 
up to 12 months.  An extension of time to receive payments may be granted upon good 
cause shown.  In most cases, the Controller’s Office is willing to work with debtors by 
considering the amount of the debt as well as other factors.  This flexibility is generally 
extended to our vendors. 
 


6. Page 10 - 1.2.38.1:  How will vendors be paid for location services if the account is paid 
subsequently to due process notice and prior to referral to vendor?  Or, is the account 
considered referred to vendor upon request for location services?  


 
The vendor will be paid based on the amount collected; therefore, debtor payments 
received before an account is referred to a vendor are not subject to fees for collection.  
In rare situations, the Controller’s Office may utilize “location services” for accounts 
that may or may not be submitted to the private collection agency.  The Controller’s 
Office may consider modifying the provision regarding location services. 
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7. Page 28 – Table 1, Collection fee limits:  Are the limits inclusive?  (i.e., can the fee be 


20% or must the fee be less than 20%?) 
 


Section 5 - (COST FEES - The limits outlined in Table 1 are inclusive.  For primary 
placements, the Collection Fee must be less than or equal to 20%.  For secondary 
placements, the Collection Fee must be less than or equal to 27% and for tertiary 
placements, the Collection Fee must be less than or equal to 33%.  The State 
Controller’s Office will accept proposals within these fee limits.  
 
The Controller’s Office will accept proposals with the same percentages for all tiers 
within the fee limits.  For example:  
 


Amount Placed Collection Fee Vendor Fee 
Up to $300.00 20%  
$ 300.00 - 25,000.00 20%  
$ 25,000.01 - and above 20%  


 
Or 
 
The Controller’s Office will accept proposals with different percentages for each tier 
within the fee limits.  For example: 
 


Amount Placed Collection Fee Vendor Fee 
Up to $300.00 18%  
$ 300.00 - 25,000.00 19%  
$ 25,000.01 - and above 20%  


 
8. Are vendors required to bid on both first and second placements or may we bid on one or 


the other? 
 
No, the vendors are not required to bid on all the placements (primary, secondary, 
tertiary, and legal placements).   
 


9. If we utilize a local attorney for bankruptcy services, would they be considered a 
subcontractor on this contract? 
 
Yes.  Refer to Attachment H, Question #38. 


 
10. A Public Records Request was received for a copy of the contract and proposal for RFP 


1673.  This information is being provided in the following link: 
 


RFP 1673 
 
 
  























DATE (MM/DD/YYYY)CERTIFICATE OF LIABILITY INSURANCE
PRODUCER THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION


ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE
HOLDER. THIS CERTIFICATE DOES NOT AMEND, EXTEND OR
ALTER THE COVERAGE AFFORDED BY THE POLICIES BELOW.


INSURERS AFFORDING COVERAGE NAIC #
INSURED INSURER A:


INSURER B:


INSURER C:


INSURER D:


INSURER E:


COVERAGES
THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD INDICATED. NOTWITHSTANDING
ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS CERTIFICATE MAY BE ISSUED OR
MAY PERTAIN, THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS, EXCLUSIONS AND CONDITIONS OF SUCH
POLICIES. AGGREGATE LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.


INSR ADD'L POLICY EFFECTIVE POLICY EXPIRATION
POLICY NUMBER LIMITSLTR DATE (MM/DD/YYYY) DATE (MM/DD/YYYY)INSRD TYPE OF INSURANCE


GENERAL LIABILITY EACH OCCURRENCE $
DAMAGE TO RENTED


COMMERCIAL GENERAL LIABILITY $PREMISES (Ea occurence)


CLAIMS MADE OCCUR MED EXP (Any one person) $


PERSONAL & ADV INJURY $


GENERAL AGGREGATE $


GEN'L AGGREGATE LIMIT APPLIES PER: PRODUCTS - COMP/OP AGG $
PRO-POLICY LOCJECT


AUTOMOBILE LIABILITY COMBINED SINGLE LIMIT $(Ea accident)ANY AUTO


ALL OWNED AUTOS BODILY INJURY $(Per person)SCHEDULED AUTOS


HIRED AUTOS BODILY INJURY $(Per accident)NON-OWNED AUTOS


PROPERTY DAMAGE $(Per accident)


GARAGE LIABILITY AUTO ONLY - EA ACCIDENT $


ANY AUTO EA ACC $OTHER THAN
AUTO ONLY: AGG $


EXCESS / UMBRELLA LIABILITY EACH OCCURRENCE $


OCCUR CLAIMS MADE AGGREGATE $


$


DEDUCTIBLE $


RETENTION $ $
WC STATU- OTH-WORKERS COMPENSATION


TORY LIMITS ERAND EMPLOYERS' LIABILITY Y / N
ANY PROPRIETOR/PARTNER/EXECUTIVE E.L. EACH ACCIDENT $
OFFICER/MEMBER EXCLUDED?
(Mandatory in NH) E.L. DISEASE - EA EMPLOYEE $
If yes, describe under


E.L. DISEASE - POLICY LIMIT $SPECIAL PROVISIONS below
OTHER


S / EXCLUSIONS ADDED BY EN ORSEMENT / SPECIAL PROVISIONS


CERTIFICATE HOLDER CANCELLATION
SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE THE EXPIRATION


DATE THEREOF, THE ISSUING INSURER WILL ENDEAVOR TO MAIL DAYS WRITTEN


NOTICE TO THE CERTIFICATE HOLDER NAMED TO THE LEFT, BUT FAILURE TO DO SO SHALL


IMPOSE NO OBLIGATION OR LIABILITY OF ANY KIND UPON THE INSURER, ITS AGENTS OR


REPRESENTATIVES.
AUTHORIZED REPRESENTATIVE


ACORD 25 (2009/01) © 1988-2009 ACORD CORPORATION.  All rights reserved.
The ACORD name and logo are registered marks of ACORD


HARRI-4 OP ID: DS


04/04/11
847-427-8400


Associated Agencies, Inc.

1701 Golf Rd, Tower 3, 7th Flr

Rolling Meadows, IL 60008-4267

Skip Schrayer


Hartford Casualty Insurance Co 29424Harris & Harris, LTD

Arnold Scott Harris

222 Merchandise Mart , Ste 190

Chicago, IL 60654


Hartford Insurance Midwest 37478
Navigators Insurance Co. 42307


1,000,000
A X X 83SBQPP3597 02/01/11 02/01/12 300,000


X 10,000
1,000,000


X
NO Dedl


2,000,000
2,000,000


Emp Ben. 1,000,000


1,000,000


A X 83SBQPP3597 02/01/11 02/01/12
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10,000,000
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X 10,000
X


B 83WEQIR8152 02/01/11 02/01/12 1,000,000
1,000,000
1,000,000


C Professional Liab NY10MPL743222NC 05/01/10 05/01/11 5,000,000Per Claim


A Valuable Papers 83SBQPP3597 02/01/11 02/01/12 175,000Limit
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IMPORTANT


If the certificate holder is an ADDITIONAL INSURED, the policy(ies) must be endorsed. A statement
on this certificate does not confer rights to the certificate holder in lieu of such endorsement(s).


If SUBROGATION IS WAIVED, subject to the terms and conditions of the policy, certain policies may
require an endorsement. A statement on this certificate does not confer rights to the certificate
holder in lieu of such endorsement(s).


DISCLAIMER


This Certificate of Insurance does not constitute a contract between the issuing insurer(s), authorized
representative or producer, and the certificate holder, nor does it affirmatively or negatively amend,
extend or alter the coverage afforded by the policies listed thereon.


ACORD 25 (2009/01)
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ROSS MILLER
Secretary of State


SCOTT W. ANDERSON
Deputy Secretary


for Commercial Recordings


STATE OF NEVADA


OFFICE OF THE
SECRETARY OF STATE


Commercial Recordings Division
202 N. Carson Street


Carson City, NV 89701-4069
Telephone (775) 684-5708


Fax (775) 684-7138


Ari Derman
222 Merchandise Mart Plaza Suite 1900
Chicago, Illinois 60654


Ari Derman
222 Merchandise Mart Plaza Suite 1900
Chicago, Illinois 60654


Job:C20110621-3004
June 21, 2011


Special Handling Instructions:


Charges
Description Document Number Filing Date/Time Qty Price Amount
Annual List 20110458868-23 6/21/2011 3:23:35 PM 1 $125.00 $125.00
Business License 8/2011-
8/2012


20110458868-23 6/21/2011 3:23:35 PM 1 $200.00 $200.00


Total $325.00


Payments
Type Description Amount
Credit 45291S|11062193574175 $325.00
Total $325.00


Credit Balance:  $0.00


Job Contents:
File Stamped Copy(s): 1
Business License(s): 1











NEVADA STATE BUSINESS LICENSE
HARRIS & HARRIS, LTD.


Nevada Business Identification # NV20081674914


Expiration Date: August 31, 2012


IN WITNESS WHEREOF, I have hereunto 
set my hand and affixed the Great Seal of State, 
at my office on June 21, 2011


ROSS MILLER
Secretary of State


In accordance with Title 7 of Nevada Revised Statutes, pursuant to proper application duly filed 
and payment of appropriate prescribed fees, the above named is hereby granted a Nevada State 
Business License for business activities conducted within the State of Nevada.  


This license shall be considered valid until the expiration date listed above unless suspended or 
revoked in accordance with Title 7 of Nevada Revised Statutes.


This document is not transferable and is not issued in lieu of any locally-required business license, 
permit or registration.


You may verify this Nevada State Business License 
online at www.nvsos.gov under the Nevada Business Search.
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4.1 VENDOR INFORMATION 


4.1.1 Vendors must provide a company profile in the table format below. 


Harris & Harris has responded to the listed questions as requested. 


Question  Response 


Company name:  Harris & Harris, Ltd.


Ownership (sole proprietor, partnership, etc.): Harris & Harris is a privately‐owned corporation. 


State of incorporation:  Illinois


Date of incorporation:  1968


# of years in business:  43


List of top officers: 
Arnold Scott Harris, Esq., President and CEO 
David L. Harris, Executive Vice President and COO 


Location of company headquarters: 
222 Merchandise Mart, Suite 1900 
Chicago, Illinois 60654 


Location(s) of the company offices: 


Chicago, Illinois; Detroit, Michigan 
Satellite offices in Atlanta, Georgia; Las Vegas, Nevada; 
Omaha, Nebraska; Philadelphia, Pennsylvania; and 
Phoenix, Arizona. 


Location(s) of the office that will provide the 
services described in this RFQ: 


Chicago, Illinois and Las Vegas, Nevada 


Number of employees located in Nevada with 
the expertise to support the requirements 
identified in this RFQ: 


1 Nevada Qualified Collection Manager who works in Las 
Vegas and who has lived in Nevada for more than 30 
years. 


Number of employees nationally with the 
expertise to support the requirements in this 
RFQ: 


300+ fulltime employees; Harris & Harris will assign five 
senior personnel plus a dedicated team of collectors to 
the State’s collection program.  


Location(s) from which employees will be 
assigned for this project: 


Chicago, Illinois and Las Vegas, Nevada  
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4.1.2 Please be advised, pursuant to NRS 80.010, incorporated companies must register with 
the State of Nevada, Secretary of State’s Office as a foreign corporation before a 
contract can be executed between the State of Nevada and the awarded vendor, unless 
specifically exempted by NRS 80.015. 


Harris & Harris affirms its registration with the Secretary of State’s Office as a foreign 
corporation, and has included evidence of our certification above, in this section as 
instructed.   


4.1.3 The selected vendor, prior to doing business in the State of Nevada, must be 
appropriately licensed by the State of Nevada, Secretary of State’s Office pursuant to 
NRS76. Information regarding the Nevada Business License can be located at 
http://sos.state.nv.us. 


Harris & Harris currently holds a business license to collect debt in the State of Nevada. 
Our licensure information is provided in the table below. Please refer to the prior section 
for a copy of our licensing and certifications. 


Question  Response 


Nevada Business License Number: NV20081674914


Legal Entity Name:   Harris & Harris, Ltd.


 Is “Legal Entity Name” the same name as vendor is doing business as? 


Yes  X  No   


 


 If “No”, provide explanation. 


Not applicable, as Harris & Harris, Ltd. is the same name as the vendor is doing 
business as.  


4.1.4 Vendors are cautioned that some services may contain licensing requirement(s). 
Vendors shall be proactive in verification of these requirements prior to SOQ submittal. 
SOQs that do not contain the requisite licensure may be deemed non-responsive. 


Harris & Harris has verified that all of our necessary licensure is in place to conduct 
collections on behalf of the State of Nevada. Our licensing and certifications has been 
included above, in this section as instructed.  


4.1.5 Has the vendor ever been engaged under contract by any State of Nevada agency. 


While Harris & Harris has not worked with any agency at the state level in Nevada, we 
currently have contracts with the City of Las Vegas Municipal Court, City of Las Vegas 
(Parking), as well as to the City of North Las Vegas Municipal Court.  
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Additionally, Harris & Harris was recently awarded a contract for the City of Reno, 
Nevada, to collect the City’s municipal court debt. 


Information on these agencies is provided below.  


 If “Yes”, complete the following table for each State agency for whom the work was 
performed. Table can be duplicated for each contract being identified. 


Question  Response 


Name of State agency:  City of Las Vegas Municipal Court 


State agency contact name:  John Williams, Judicial Enforcement Supervisor


Dates when services were performed: 2010 – Present


Type of duties performed: 
Harris & Harris is the vendor of choice and provides first‐
and third‐party collections services of court fine and 
fees.  


Total dollar value of the contract: 
6‐year contract valued at $550,000 annually; total value 
of the contract is $3.3 million. 


 


Question  Response 


Name of State agency:  City of Las Vegas Parking


State agency contact name:  Sherry Bonnett


Dates when services were performed: 2011 to present


Type of duties performed:  Collection of secondary parking collection debt. 


Total dollar value of the contract: 
Three‐year contract valued at $50K annually; total value 
of contract is $150,000. 


 


Question  Response 


Name of State agency:  City of North Las Vegas Municipal Court 


State agency contact name:  April Laswell


Dates when services were performed: 2011 to present


Type of duties performed: 
Harris & Harris is the vendor of choice and, provides
first‐ and third‐party collections services of court fine 
and fees. 
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Question  Response 


Total dollar value of the contract: 
6‐year contract valued at $550,000 annually; total value 
of the contract is $3.3 million over six years. 


 


Question  Response 


Name of State agency:  City of Reno Municipal Court


State agency contact name:  Cassandra Jackson


Dates when services were performed: March 1, 2012 ‐ February 27, 2018 


Type of duties performed: 
Harris & Harris is the City’s vendor of choice, providing 
first‐ and third‐party collections services of court fine 
and fees. 


Total dollar value of the contract: Contract signed in March 2012.  


 


4.1.6 Are you now or have you been within the last two (2) years an employee of the State of 
Nevada, or any of its agencies, departments, or divisions? 


Yes    No  X 


 


 If “Yes”, please explain when the employee is planning to render services, while on 
annual leave, compensatory time, or on their own time? 


Not applicable  


 If you employ (a) any person who is a current employee of an agency of the State of 
Nevada, or (b) any person who has been an employee of an agency of the State of 
Nevada within the past two (2) years, and if such person will be performing or producing 
the services which you will be contracted to provide under this contract, you must 
disclose the identity of each such person in your response to this RFQ, and specify the 
services that each person will be expected to perform. 


Not applicable.  


4.1.7 Disclosure of all alleged prior or ongoing contract failures, contract breaches, any civil or 
criminal litigation or investigation pending which involves the vendor or in which the 
vendor has been judged guilty or liable within the past six (6) years? 


Yes  X  No   
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Harris & Harris has never been criminally prosecuted, debarred, or otherwise found in 
violation of any local, state, or federal law. Consumer lawsuits are commonplace our 
industry, all of which have been dismissed to date. Currently, we have two consumer 
lawsuits pending, details of which have been provided below.  


 If “Yes”, please provide the following information. Table can be duplicated for each issue 
being identified. 


Question  Response 


Date of alleged contract 
failure or breach: 


Case filed 10/19/2009 


Parties involved:  Kaslo v. Harris & Harris, Ltd.


Description of the 
contract failure, contract 
breach, litigation, or 
investigation, including 
the products or services 
involved: 


Plaintiff alleged we violated the FDCPA during our collection efforts. 


Amount in controversy:  Not applicable; no contract in question. 


Resolution or current 
status of the dispute: 


Dispute did not come to Harris & Harris; went straight to filed case. 


If the matter has resulted 
in a court case: 


Court: Kasalo v Harris & Harris
ND of IL 


Case Number: 1:09‐cv‐06581 


Status of the litigation:  Pending


 


Please note that Dheshazier v. Harris & Harris, Ltd., which was referenced in our 
response to RFQ #2016, has since settled. 


Question  Response 


Date of alleged contract 
failure or breach: 


Case filed 01/05/2012 


Parties involved:  Odi v. Harris & Harris, Ltd.


Description of the 
contract failure, contract 
breach, litigation, or 
investigation, including 
the products or services 
involved: 


Plaintiff alleged we violated the FDCPA during our collection efforts. Case 
was filed in small claims. The judge dismissed it; however, because the 
plaintiff had a pending suit against another agency, the judge told the 
plaintiff he could file a motion to consolidate the cases he filed against 
other agencies for the sake of judicial efficiency. Harris & Harris is in the 
process of responding to the motion filed. 
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Question  Response 


Amount in controversy:  Not applicable; no contract in question. 


Resolution or current 
status of the dispute: 


Dispute did not come to Harris & Harris; went straight to filed case. 


If the matter has resulted 
in a court case: 


Court: Superior Court of New Jersey  Case Number: SC‐94‐12 


Status of the litigation:  Pending


 


Question  Response 


Date of alleged contract 
failure or breach: 


Case filed 02/29/2012 


Parties involved:  Harris v. Harris & Harris, Ltd.


Description of the 
contract failure, contract 
breach, litigation, or 
investigation, including 
the products or services 
involved: 


Plaintiff alleged we violated the FDCPA during our collection efforts. 
Note: Plaintiff is David Harris. He is of no relation to either Arnold S. 
Harris, President and CEO, and David L. Harris, EVP and COO. 


Amount in controversy:  Not applicable; no contract in question. 


Resolution or current 
status of the dispute: 


Dispute did not come to Harris & Harris; went straight to filed case. 


If the matter has resulted 
in a court case: 


Court: United States District Court for 
the Northern District of Illinois, Eastern 
Division 


Case Number: 12 C 1464 


Status of the litigation:  Pending


 


Question  Response 


Date of alleged contract 
failure or breach: 


02/03/2012 


Parties involved:  Arzate v. Harris & Harris, Ltd.
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Question  Response 


Description of the 
contract failure, contract 
breach, litigation, or 
investigation, including 
the products or services 
involved: 


Plaintiff alleged we violated the FDCPA during our collection efforts. 


Amount in controversy:  Not applicable; no contract in question. 


Resolution or current 
status of the dispute: 


Dispute did not come to Harris & Harris; went straight to filed case. 


If the matter has resulted 
in a court case: 


Court: United States District Court 
Southern District of Indiana 
Indianapolis Division 


Case Number: 1:12‐cv‐153 


Status of the litigation:  Pending


 


4.1.8 Company background/history and why vendor is qualified to provide the services 
described in this RFQ. Limit response to no more than five (5) pages. 


Harris & Harris is a collection agency law firm that has been in the collection business for 
43 years. The law office of Arnold Scott Harris, PC,  our in-house law firm, has been 
actively litigating for 25 years. As a collection agency law firm, Harris & Harris is able to 
leverage a wider spectrum of collection tools and litigate accounts on behalf of the State. 
Harris & Harris focuses on three industries: government, healthcare, and utility debt. Of 
these three market segments, government debt collections comprise over 65% of our 
business. We have been a family-owned business since our inception in 1968, and we 
have never been bought, sold, acquired as part of a merger, or filed for bankruptcy or 
reorganization. Our financial stability is reflected in our strong credit scores from 
respected institutions like Dunn & Bradstreet, and we have successfully grown our 
revenue by an average of 16% each year over the prior year, a significant achievement 
when taking the economic downturn into account. Harris & Harris also currently has an 
A+ rating from the Better Business Bureau.  


The following table provides information about our overall account placements over the 
last three years. As evidenced by these figures, Harris & Harris has maintained steady 
growth and increasing market share, even in a highly challenging economic 
environment, a testament to the effectiveness of our business practices and our 
distinctive collection approach.  
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 Total Placements 


Year  Placements  Dollar Value 


2010  3,463,044 $2.37 billion


2009  2,992,958 $1.8 billion


2008  2,453,894 $1.2 billion


There are eight main factors that establish Harris & Harris as a firm qualified to deliver 
the comprehensive debt collection solution that the State of Nevada is seeking:  


 Experience collecting government debt: Harris & Harris has decades of 
experience recovering the full spectrum of receivables for numerous government 
agencies across the country similar to the State. 


 Staff experience: Harris & Harris will assign seasoned, professional personnel to 
collect the State of Nevada’s debt, and the program will be led by two Nevada 
Qualified Collection Managers, one of whom is based in Las Vegas, who have direct 
experience working with the debtors of Nevada.  


 Legal experience: As a collection agency law firm, Harris & Harris is uniquely 
positioned to litigate on behalf of the State, as well as to manage various legal 
aspects of a debt collection program, including bankruptcy filings, wage 
garnishments, judgments, liens, asset searches, and bank attachments. 


 Compliance and Training:  All Harris & Harris operations are fully compliant with 
every local, state, and federal legislation that affects the debt collection industry and 
the storage of highly sensitive data. We also closely adhere to industry-established 
best practices at every level of our organization. Our training curriculum thoroughly 
covers all applicable rules and regulations of our industry, as well as Harris & 
Harris’s tested collection techniques and client-specific policies. We closely monitor 
all collection activity, record all calls, and ensure the quality of our efforts through 
highly specific key performance indicators (KPIs). 


 Technology: Harris & Harris has invested heavily in our technological infrastructure, 
and our collection efforts are powered by the most sophisticated tools available to 
our industry. We provide our clients with online access to their accounts through 
Client Access Web. We have no issue receiving or transmitting the file formats 
discussed in Section 1.2.38.17 of the original RFQ.  


 Security: Harris & Harris is fully committed to protecting our clients and the sensitive 
debtor information with which we have been entrusted. We have in place extensive 
security policies protecting our data stores, our physical facilities, and every facet of 
our operations, including a robust disaster recovery strategy.  
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 Financial Stability: Harris & Harris is a financially stable company with sound 
business practices subject to regular audit. We have never been bought, sold, or 
acquired, nor have we ever filed for bankruptcy or reorganization.  


 Client Partnership: Harris & Harris will regard our relationship with the State as a 
true partnership. Harris & Harris will assist the State, and prove to be an invaluable 
partner and consultant to the State Controller’s Office, helping to maximize  the 
recovery of the State’s delinquent revenue claims. 


Each of these qualities is discussed in greater detail below.  


Government Experience 
Harris & Harris boasts decades of experience collecting numerous debt types for 
government agencies at the municipal, county, and state levels. Harris & Harris also 
provides legal representation for many of our government clients. Our personnel have 
direct experience working with the citizens of the State of Nevada, as we currently 
collect debt for the City of Las Vegas and the City of North Las Vegas. Some of our 
other prestigious clients include the Kansas Department of Revenue, the City of Chicago 
(the third largest city in the United States), the Illinois Department of Revenue, City of 
Baltimore, and Cook County, Illinois, which is the second largest county in the US and 
the largest court of limited jurisdiction in the nation. For each of our government clients, 
we collect a broad spectrum of debt types, including taxes, fines, fees, county hospital 
debt, parking and traffic violations, unemployment, and numerous other types of public-
sector debt.  


Additionally, Harris & Harris was recently awarded a contract for the City of Reno, 
Nevada, to collect the City’s municipal court debt. 


Staff Experience 
Harris & Harris offers the State of Nevada a collection team of highly experienced 
personnel, and a project managed by seasoned professionals who collectively have over 
185 years of industry experience, and who possess an in-depth understanding of the 
needs, expectations, and debtor population of the State of Nevada. Our key personnel 
includes two Nevada Qualified Collection Managers.  


 Sue Allen, Local Account Representative for the State of Nevada Collection 
Program. In her 25 years of collection experience, Ms. Sue Allen has served several 
roles, including client services specialist, call center manager, and general manager 
of a large branch of a collection firm. She is extremely familiar with the debtor 
population of Nevada, having managed collection programs for numerous 
government clients including the Cities of Las Vegas and North Las Vegas, and the 
Las Vegas Valley Water District. She has also managed programs for the California 
Department of Justice, the California Department of Insurance, the California 
Highway Patrol, and the California Franchise Tax Board, Ms. Allen has been a 
Nevada resident for over 30 years. Ms. Allen is a Nevada Qualified Collection 
Manager.  
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 Laura Carey, Collection Manager for the State of Nevada Collection Program. 
Ms. Laura Carey has over 14 years experience in the collection industry. Ms. Carey 
is an attorney who began her career in the areas of bankruptcy and foreclosure. She 
is based in our Chicago headquarters, and oversees collection programs for clients 
such as the Illinois Department of Revenue, the Kansas Department of Revenue, 
and the City of Chicago Department of Revenue. Ms. Carey is also a Nevada 
Qualified Collection Manager.  


 Brent Brown, Contract Administrator for the State of Nevada’s Collection 
Program. Mr. Brown is a seasoned veteran of the collection industry, with a 
particular emphasis on public sector debt. He understands the nuances of public 
sector collections, having worked with all levels of government agencies. Mr. Brown 
has been in the government collection industry for more than a decade, and has 
been the contract administrator for several high-profile government clients over the 
span of his career, including: the City of Las Vegas Municipal Court, the City of North 
Las Vegas Municipal Court, the California Franchise Tax Board, the California 
Department of Justice, the Utah State Tax Commission and Utah Office of State   
Debt Collection to name a few. Additionally, Mr. Brown also successfully oversaw the 
collection contracts of the Ohio Attorney General and the Indiana Attorney general. 
These two programs are notable for the similarity they bear to the requirements of 
the State of Nevada, as they both consolidated multiple state agency debt under a 
single collection contract.  


Additional key personnel profiles have been included in Part II of our response.  


Legal Experience 
The law firm of Arnold Scott Harris, PC (ASH), our in-house law firm, has been in 
existence for 25 years. The firm employs a total of 73 people, including seven attorneys, 
36 account representatives, six supervisors, three team leads, and 18 legal 
administrators. ASH manages multiple government contracts that leverage a wide range 
of legal tools to resolve debt, including garnishments, filing judgments, liens, asset 
searches, and bank attachments. Currently ASH manages over 50,000 active cases. 
The firm averages between 500 and 600 garnishments per month, and initiates in 
excess of 1,000 new filings per month.  


Harris & Harris has established a subcontracting relationship with the Law Office of Brian 
D. Shapiro, LLC to support any in-state litigation on an as-needed basis. The Law Firm 
is managed by Brian D. Shapiro, who has been practicing law in the field of creditor 
rights for over 16 years. The Law Firm focuses on preserving and protecting creditor's 
rights and collection of debts in State Court, Federal Court, and in Bankruptcy Court. 


Compliance and Training 
Harris & Harris ensures all aspects of our operations are fully compliant with the laws 
and regulations that govern our industry, including the FDCPA, FCRA, HIPAA, Gramm-
Leach-Bliley, and the FTC’s Red Flag Rules, to name just a few. Additionally, we pledge 
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total compliance with all applicable policies and procedures set forth by the State of 
Nevada, including Chapter 353C and Chapter 659 of the Nevada Revised Statutes. 


We ensure compliance through a comprehensive training curriculum for new hires, as 
well as ongoing training at regular periods for existing employees. We record 100% of all 
calls, both inbound and outbound, which are available to our clients upon request. 
Collection calls are regularly monitored by collection supervisors to further ensure 
excellence. Call monitoring is often conducted side-by-side, where the supervisor can 
provide on-the-spot coaching and guidance to the collection representative. Supervisors 
also perform regular random monitoring, listening in to a call without alerting either the 
collection representative or the debtor to preserve the authenticity of the monitoring 
session. Collector performance is evaluated using extensive Key Performance Indicators 
(KPIs), which enable the management team to reward areas of strength and provide 
corrective training to any weak spots in a collector’s performance.  


Technology 
Harris & Harris has invested heavily in our technical infrastructure, giving our collection 
team the most effective tools (such as skip tracing, asset searches, and bankruptcy 
filings) to resolve the accounts referred to us. We have no issue receiving or transmitting 
the file formats discussed in Section 1.2.38.17 of the RFQ. Please refer to Section II – 
Technical SOQ for information about our experience working with XML/XBRL files.  


CUBS, our collection system, tracks all facets of the collection effort, and every activity is 
time-stamped and recorded to ensure a comprehensive audit trail. CUBS also features 
automated follow-ups and monitoring, from generating letter reminders about missed 
payment plan payments to ensuring each account referred to Harris & Harris for 
collection receives numerous contact attempts. CUBS is integrated with our TouchStar 
Predictive Dialer, working together to maximize the productivity and effectiveness of our 
work force. All calls, both inbound and outbound are recorded, and can be provided to 
our clients at any time for review and quality assurance checks. Authorized State 
representatives can view their collection portfolio online through Client Access Web, our 
richly-featured online tracking tool. Client Access Web enables you to print reports, 
review all account activity, and update accounts on an as-need basis online and 
anytime. 


Security 
Protecting the data entrusted to our care is a top priority at Harris & Harris. Security is 
enormously important to all of our clients, especially as incidents of hacking and identity 
theft continue to rise. Harris & Harris is committed to security at every level – 
administrative, informational, and physical – and we have in place robust policies and 
procedures to ensure the protection of our work force, our assets, and our client’s highly 
sensitive information.  


Harris & Harris secures and manages its data through our secure Cisco Networking 
environment. At the core of this infrastructure is the Cisco Adaptive Security Appliance. 
This mission-critical system includes core features such as a world-class firewall, a 
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hardened network structure, VPN remote security, SSL encryption, intrusion prevention 
and detection, and advanced anti-spam/anti-virus/anti-phishing measures. 


Financial Stability 
Harris & Harris is one of the largest privately-held collection agencies in the nation. In 
The company has access to in excess of $10.0 million of credit should it become 
necessary. Harris & Harris is proud of our solid financial standings. We have been 
owned by the same family since our inception, and have never been bought, sold, or 
acquired as part of a merger. We have never filed for bankruptcy, have never 
experienced any financial stress, and are extremely protective of the sterling reputation 
we have established with our clients and vendors. Our recent financial statements have 
been included in Part IV: Confidential Information. 


Client Partnership 
Harris & Harris is clearly set apart from other agencies in the field. We have the 
experience (both at the corporate and personnel level) needed to develop, launch, and 
maintain a highly successful collection program for the State of Nevada. Our success is 
rooted in the collaborative nature of our client relationships. We don’t deliver a one-size-
fits-all collection program; instead, we work with your team to pinpoint the approaches 
and policies that will best serve your portfolio, enabling us to collect from your debtors 
while preserving the State’s image with its citizenry.  


Harris & Harris regards this RFQ as an opportunity to partner with the State, and our key 
experienced personnel are readily available to meet with your team on a regular or as-
needed basis to ensure the complete satisfaction of the State and the ongoing 
achievement of both short-term and long-term goals. Our staff will attend briefings with 
various state agencies to present progress reports, address open issues, assess each 
agency’s portfolio of accounts, and provide recommendations for process improvements 
and the integration of best practices we’ve seen and developed over our four-decade 
history in this industry.  


4.1.9 Length of time vendor has been providing services described in this RFQ to the public 
and/or private sector. Please provide a brief description. 


Harris & Harris has been providing collection services as described in the RFQ for 43 
years, and we are experienced in recovering the full range of public sector debt at every 
level of government, from local and municipal clients to state-wide contracts comprising 
multiple referring departments.  


4.1.10 Financial information and documentation to be included in Part VI (Confidential 
Information) of vendor’s response: 


Dunn and Bradstreet Number 604867523


Federal Tax Identification Number 36‐2650423
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4.2 REFERENCES 


4.2.1 Vendors should provide a minimum of three (3) business references from similar 
projects performed for private, state and/or large local government clients within the last 
three (3) years. If proposing on the forensic debt collections portion of the Scope of 
Work, vendors must also include three (3) more references specific to forensic type 
services rendered. 


Harris & Harris has provided the requested reference information. These references are 
identical to our earlier submission, and we have contacted Colleen Janes, Purchasing 
Officer, to formally request the transfer of our client references from RFQ 2016 to RFQ 
2026. We are not proposing forensic debt collections services at this time.  


4.2.2 Vendors must provide the following information for every business reference provided by 
the vendor and/or subcontractor: 


Harris & Harris is pleased to provide the requested business reference information to the 
State of Nevada. Please note that our clients’ contact information is provided in 
confidence, and may not be disclosed to any person or organization outside of the 
individuals specifically selected to evaluate proposals for the RFQ issued by the State of 
Nevada. 


Because of the confidential nature of the client information provided, we have included 
the reference information in Part IV: Confidential Information of our response.   


 The “Company Name” must be the name of the proposing vendor or the vendor’s 
proposed subcontractor. 


Harris & Harris has read and complied with this specification.  


4.2.3 Vendors must also submit Attachment E, Reference Questionnaire to the business 
references that are identified in Section 4.2.2.  


Harris & Harris has submitted Attachment E, Reference Questionnaire to our client 
references.  


4.2.4 The company identified as the business references must submit the Reference 
Questionnaire directly to the Purchasing Division. 


Harris & Harris has read, understands, and has complied with this specification, 
instructing our clients to submit the questionnaire directly to the State’s Purchasing 
Division as described.  
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4.2.5 It is the vendor’s responsibility to ensure that completed forms are received by the 
Purchasing Division on or before the deadline as specified in Section 7.2, RFQ Timeline 
for inclusion in the evaluation process. Reference Questionnaires not received, or not 
complete, may adversely affect the vendor’s score in the evaluation process.  


Harris & Harris has read, understands, and has ensured the receipt of forms as 
instructed.  


4.2.6 The State reserves the right to contact and verify any and all references listed regarding 
the quality and degree of satisfaction for such performance. 


Harris & Harris has read, understands, and so agrees.  
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4.3 SUBCONTRACTOR INFORMATION 


4.3.1 Does this SOQ include the use of subcontractors? 


Yes  X  No   


 If “Yes”, vendor must: 


4.3.1.1 Identify specific subcontractors and the specific requirements of this RFQ for which each 
proposed subcontractor will perform services. 


Harris & Harris has selected the Law Office of Brian D. Shapiro as a subcontractor to 
provide in-state support to litigation matters when needed. The Law Office’s information 
has been provided as requested.  


4.3.1.2 Provide the same information for any proposed subcontractors as requested in the 
Primary Vendor Information section. 


The requested Primary Vendor Information for the Law Office of Brian D. Shapiro is 
provided below.  


4.1.1 Vendors must provide a company profile in the table format below. 


Harris & Harris has responded to the listed questions as requested. 


Question  Response 


Company name:  The Law Office of Brian D. Shapiro, LLC 


Ownership (sole proprietor, 
partnership, etc.): 


Limited Liability Company 


State of incorporation: Nevada


Date of incorporation: 10/16/1995


# of years in business: 5 years for firm, 15 years for managing member


List of top officers:  Brian D. Shapiro, Esq.


Location of company headquarters: Las Vegas, Nevada


Location(s) of the company offices: Las Vegas, Nevada


Location(s) of the office that will 
provide the services described in this 
RFQ: 


Las Vegas, Nevada 
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Question  Response 


Number of employees locally with 
the expertise to support the 
requirements identified in this RFQ: 


5 


Number of employees nationally 
with the expertise to support the 
requirements in this RFQ: 


5 


Location(s) from which employees 
will be assigned for this project: 


Las Vegas, Nevada 


 


4.1.2 Please be advised, pursuant to NRS 80.010, incorporated companies must 
register with the State of Nevada, Secretary of State’s Office as a foreign 
corporation before a contract can be executed between the State of Nevada and 
the awarded vendor, unless specifically exempted by NRS 80.015. 


The Law Office of Brian D. Shapiro was founded and is based in Nevada, and is 
not considered a foreign corporation.  


4.1.3 The selected vendor, prior to doing business in the State of Nevada, must be 
appropriately licensed by the State of Nevada, Secretary of State’s Office 
pursuant to NRS76. Information regarding the Nevada Business License can be 
located at http://sos.state.nv.us. 


Question  Response 


Nevada Business License Number: NV20051603062


Legal Entity Name:   Law Office of Brian D. Shapiro, LLC 


 Is “Legal Entity Name” the same name as vendor is doing business as? 


Yes  X  No   


 


 If “No”, provide explanation. 


Not applicable. 


4.1.4 Vendors are cautioned that some services may contain licensing requirement(s). 
Vendors shall be proactive in verification of these requirements prior to SOQ 
submittal. SOQs that do not contain the requisite licensure may be deemed non-
responsive. 


The Law Office of Brian D. Shapiro, LLC has in place all necessary licensing.  
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4.1.5 Has the vendor ever been engaged under contract by any State of Nevada 
agency. 


Yes    No  X 


 


 If “Yes”, complete the following table for each State agency for whom the work 
was performed. Table can be duplicated for each contract being identified. 


Not applicable.  


4.1.6 Are you now or have you been within the last two (2) years an employee of the 
State of Nevada, or any of its agencies, departments, or divisions? 


Yes    No  X 


 


 If “Yes”, please explain when the employee is planning to render services, while 
on annual leave, compensatory time, or on their own time? 


Not applicable  


 If you employ (a) any person who is a current employee of an agency of the 
State of Nevada, or (b) any person who has been an employee of an agency of 
the State of Nevada within the past two (2) years, and if such person will be 
performing or producing the services which you will be contracted to provide 
under this contract, you must disclose the identity of each such person in your 
response to this RFQ, and specify the services that each person will be expected 
to perform. 


Not applicable.  


4.1.7 Disclosure of all alleged prior or ongoing contract failures, contract breaches, any 
civil or criminal litigation or investigation pending which involves the vendor or in 
which the vendor has been judged guilty or liable within the past six (6) years? 


Yes    No  X 


 If “Yes”, please provide the following information. Table can be duplicated for 
each issue being identified. 


Not applicable.  







 


Proposal to: 
State of Nevada 


RFQ #2026: Debt Collections  
Part I – Minimum Qualifications 


  
 


 
HarrisCollect.com 


  State of Nevada 
RFQ #2026: Debt Collection  


Part I, Page 19
April 12, 2012


 


4.1.8 Company background/history and why vendor is qualified to provide the services 
described in this RFQ. Limit response to no more than five (5) pages. 


The Law Office of Brian D. Shapiro, LLC was established on September 26, 
2005. The Law Firm is managed by Brian D. Shapiro, who has been practicing 
law in the field of creditor rights for over 16 years. The Law Firm focuses on 
preserving and protecting creditor's rights and collection of debts in State Court, 
Federal Court, and in Bankruptcy Court. 


4.1.9 Length of time vendor has been providing services described in this RFQ to the 
public and/or private sector. Please provide a brief description. 


Brian D. Shapiro has been providing such services for 15 years.  


4.1.10 Financial information and documentation to be included in Part III (Confidential 
Information) of vendor’s response: 


Dunn and Bradstreet Number N/A


Federal Tax Identification Number 02‐0752030


4.3.1.3 References as specified above must be provided for any proposed subcontractors. 


The following are the names and addresses of three references for work performed. As 
such work was done as legal services; we are authorized to provide you with the name 
and number of such entity but not to discuss any specific project worked on.  


1)  Contact Name: Alane Becket, Esq.  
Client Name: Becket and Lee 
Client Address: 16 General Warren Blvd 
 P.O. Box 3001 
 Malvern, PA 19355  
Client Phone: 610-644-7800  
Services Provided: Bankruptcy - Creditor Rights 


2)  Contact Name: Brian Madson  
Client Name: Ralron Capital Corporation 
Client Address: P.O. Box 7160  
 Fargo, ND 58106 
Client Phone: 701-526-9692  
Services Provided: State Court Collection - Creditor Rights 


3)  Contact Name: Brian Fair  
Client Name: The Collection Group  
Client Address: 610 N. Mission Street 
 Wenatchee, WA 98801 
Client Phone: 509-662-1790  
Services Provided: State Court Collection - Creditor Rights 
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Questionnaires have been submitted for these references. 


4.3.1.4 The State may require that the awarded vendor provide proof of payment to any 
subcontractors used for this project. SOQs should include a plan by which, at the State’s 
request, the State will be notified of such payments. 


Not applicable.  


4.3.1.5 Primary vendor shall not allow any subcontractor to commence work until all insurance 
required of the subcontractor is provided to the using agency. 


The Law Office of Brian D. Shapiro, LLC has all necessary licensure in place to conduct 
operations in the State of Nevada. The Law Office be functioning as a subcontractor of 
Harris & Harris, and will not be subcontracting out any work itself.  


4.3.1.6 Primary vendor must notify the using agency of the intended use of any subcontractors 
not identified within their response and receive agency approval prior to subcontractor 
commencing work. 


As stated above, The Law Office be functioning as a subcontractor of Harris & Harris, 
and will not be subcontracting out any work itself.  
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3.2 GENERAL MINIMUM QUALIFICATIONS 


3.2.1 Registered and in good standing with the Nevada Secretary of State’s Office. Include 
Certificate of Existence (evidence of good standing). 


Harris & Harris is registered and is in good standing with the Nevada Secretary of 
State’s Office. Evidence of our standing has been included in the “State Documents” 
section.  


3.2.2 Information submitted in response to Section 4.1 will be scored on a pass/fail basis. 


Harris & Harris has read, understands, and agrees to this requirement. Our responses to 
Section 4.1 can be found beginning on Page 2.  


3.2.3 References from Section 4.2 will be scored on a pass/fail basis. 


Harris & Harris has read, understands, and agrees to this requirement. Our reference 
information, as required in Section 4.2, can be found in Part IV: Confidential 
Information. 


3.2.4 If proposing on the forensic portion of the Scope of Work, forensic project references will 
be scored on a pass/fail basis. 


Harris & Harris has read, understands, and agrees to this qualification. We are not 
proposing forensic work at this time.  


3.2.5 Information submitted in response to Section 4.3 will be scored on a pass/fail basis. 


Harris & Harris has read, understands, and agrees to this qualification. Our 
subcontractor information has been included beginning on Page 16. 
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3.3 TECHNICAL MINIMUM QUALIFICATIONS 


3.3.1 An overall, detailed approach to the performance of each of the following tasks outlined 
in this section. This approach should include a detailed description of the proposed 
collection services to be provided.  


Our experience in the government collections industry has confirmed that a combination 
of approaches will deliver top recoveries to the State of Nevada. Harris & Harris applies 
a comprehensive effort to your portfolio of accounts. We have found the best method is 
to utilize third-party notices, comprehensive calling campaigns, and interactive 
messaging supplemented with both automated and manual skip tracing. Our CUBS 
collection platform has among its many features a wide range of follow-up triggers – 
including payment reminders, failure-to-pay alerts, and special debtor circumstance flags 
– to ensure accounts receive complete treatment, and to prevent any accounts from 
“falling through the cracks” of the collection process.  


Traditionally, accounts were worked strictly according to account balance, with higher-
value accounts receiving greater attention than those with a lower balance. Harris & 
Harris believes that working accounts in this manner is not as effective  as an approach 
based on demographics, and that other factors beyond the basic balance contribute to 
how rapidly an account can be resolved. We do not let balance alone dictate our 
collection attempts; rather, we take a more sophisticated, comprehensive view on an 
account, weighing a variety of factors that typically determine the likelihood of payment. 
Harris & Harris works every account, regardless of balance or score.  


Harris & Harris has a seven-phase proven methodology for debt collection:  


 Phase 1: Account Placement 


 Phase 2: Account Scrub and Skip Tracing 


 Phase 3: Account Scoring 


 Phase 4: Letters and Credit Bureau Reporting 


 Phase 5: Telephone Contact  


 Phase 6: Legal Action 


 Phase 7: Closing and Returning Accounts 


A flow chart diagram of this collection process has been included below:  
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Exhibit 2.1 – Collection Process Workflow 


The following sections describe the basics of our approach to collections; however, we 
welcome the opportunity to tailor our processes to specifically meet the unique needs 
and expectations of each State of Nevada agency. 


Phase 1: Account Placement 
Harris & Harris has the ability to accept account information in nearly any format and 
from nearly any accounting system, whether by secure FTP, VPN, email, diskette, tape, 
data cartridge, or paper.  


One of our greatest strengths is our experienced IT staff, which has worked with many 
different types of file layouts and client systems including IXML, HTTPS, flat files, and 
manual data entry. Our technical personnel resources can adapt our programs to 
accept, update, and process all records on hand from any system, no matter how 
common or how obscure.  
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The groundwork for a seamless data transmission channel is laid during implementation. 
During this period, our IT experts work with your own technical representatives to 
discuss items such as: 


 File layout  


 Data mapping 


 Test files  


 PGP encryption 


 Secure FTP sites 


Our systems have in place advanced reconciliation measures to ensure the accuracy of 
every file transmitted to Harris & Harris from the very start of your program. Our systems 
verify a variety of factors, such as number of accounts transmitted, total value, balance 
due, payment history, and other variables. Any inconsistencies are immediately flagged 
and are addressed before they are eligible for collection. 


Phase 2: Account Scrub and Skip Tracing 
During the initial collection phase, we use a three-stage automated scrub process as 
follows: 


 Verify correct address 


 Verify correct phone number 


 Seek new address or phone information and append the data with new information. 


Accounts that come back with no new additional information are further researched 
using a number of third-party vendors. If we have a telephone number for a debtor but 
there is no contact made after 30 days of attempts, our process will attempt to obtain an 
alternate telephone number from a different vendor. 


Bankrupt & Deceased Accounts 


Accounts referred to Harris & Harris are continuously submitted to data sources that 
identifies bankrupt and deceased customers. IDInfo® is used to ascertain bankruptcies 
and deceased customers. 


Bankruptcies are handled as follows: 


 Chapter 7 bankruptcy accounts affecting debts dischargeable in a bankruptcy, such 
as some consumer credit transactions, are closed and returned to the referring 
agency . 


 Non-dischargeable debts such as governmental debts that are listed in a Chapter 11 
bankruptcy petition may be placed in suspense file pending discharge or dismissal of 
the bankruptcy at the direction of our customer. After the bankruptcy is discharged or 
dismissed these non-dischargeable debts may be re-activated and collection activity 
resumed. Non-dischargeable debts are allowed to survive the bankruptcy under the 







 


Proposal to: 
State of Nevada 


RFQ #2026: Debt Collections  
Part II – Technical SOQ 


  
 


 
HarrisCollect.com 


  State of Nevada 
RFQ #2026: Debt Collection  


Part II, Page 4
April 12, 2012


 


US Code Title 11. Alternately, the State agency may direct that these accounts be 
closed and returned in accordance with their business rules. 


 Debts listed in a Chapter 13 bankruptcy petition can be substantiated by filing a proof 
of claim submitted to the Bankruptcy Trustee. Clients who prepare proofs of claim 
close relevant accounts with our office to prevent further collection activity in violation 
of the Bankruptcy code.  


Deceased accounts are always closed and returned as uncollectible unless directed 
otherwise by the State. All available documentation is forwarded to the State. 


Skip Tracing  


Harris & Harris uses the most advanced skip trace tools currently available. We’ve 
partnered with several third-party vendors to uncover accurate mailing addresses, phone 
numbers, and other vital contact information. These services enable us to identify 
undeliverable addresses before mailing, thereby dramatically reducing the extra time 
and cost incurred by returned mail. We submit all rejected files for a new address or 
phone number.  


We can transmit to your systems any updated contact information discovered during our 
skip trace efforts. When our automated processes fail to locate a debtor, we have a 
seasoned manual skip tracing team, composed of research investigators and expert skip 
tracers, to provide additional assistance. All locate efforts are performed in full 
compliance with FDCPA, Fair Credit Reporting Act, and all applicable laws.  


Within 24 hours of account approval and system update, our system initiates an 
automated search to obtain one or more of the following: 


 Correct residential address 


 Updated telephone number(s) 


 Work phone number  


 Contact information for relatives 


 Contact information for nearby residents or neighbors 


 Other applicable contact or identity verification data 


We also employ manual and online references to one or more of the following sources 
for qualifying accounts: 


 Back-up information supplied by customer 


 CBCInnovis 


 Directory Assistance 


 Experian 


 First Data 







 


Proposal to: 
State of Nevada 


RFQ #2026: Debt Collections  
Part II – Technical SOQ 


  
 


 
HarrisCollect.com 


  State of Nevada 
RFQ #2026: Debt Collection  


Part II, Page 5
April 12, 2012


 


 ID Info 


 Melissa Data 


 Metromail 


 National Change of Address Database (NCOA) 


 Registry, Department of Motor Vehicles (where available) 


 Street directories for address and nearby 


 Tax Assessors – calling to verify property ownership and/or possible landlord 
information 


 Telephone books 


 TransUnion 


 Voter registration rolls 


Harris & Harris utilizes Acumen SQL Server Data Warehouse – Business Objects as its 
primary tool for providing in-depth data analytics to the State agency. 


Phase 3: Account Scoring 
To achieve even greater collection returns, Harris & Harris developed a proprietary 
account scoring model. Accounts that have been scrubbed and skip traced are then 
analyzed by a variety of metrics, such as debtor demographic, income information, age 
of account, prior collection efforts, and a number of other factors. This in-depth analysis 
returns a unique score for each account, which in turn determines the amount of 
attention each account receives. Higher-scoring accounts have a statistically higher 
likelihood of payment, while lower-scoring accounts are less likely to reach a resolution.  


This approach enables us to maximize recovery rates as early as possible in the 
collection cycle, resulting in more money collected sooner for the State. All accounts, 
regardless of score, will receive our core work standards, so the State can have 
confidence that every account referred to Harris & Harris will be worked. 


Phase 4: Letters and Credit Bureau Reporting 
At least one collection letter is sent to the debtor prior to the first telephone call. When 
accounts are received into our system and account information has been verified, we 
automatically generate these letters, notifying the debtor that their account has been 
placed with us for collection. The schedule of subsequent collection letters is determined 
by each State of Nevada agency’s needs and requirements, as well as by the 
circumstances surrounding the collection of particular accounts.  


The frequency of letter generation can be adjusted to meet client requirements, and 
collection professionals can have the automated collection system generate letters for 
special situations. Letters are also automatically sent for payment reminders and notices 
of missed payments, and return envelopes are enclosed for convenience. 
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All letters and notices created by our firm are subject to a rigorous approval process by 
our compliance attorney and the State. Letters are available in a variety of language 
formats. The vast majority of our clients elect for letters in English or Spanish; letters can 
also be adapted for other large foreign-language populations as needed. Sample letters 
have been included as Appendix II-1.  


Credit Bureau Reporting  


With the State’s permission, the first letter sent will alert the debtor that the account will 
be reported to all three credit bureaus within 45 days from the date of the letter. 
Historically, credit bureau reporting provides a substantial lift in dollars recovered from 
debtors who otherwise are not affected by the current consequences imposed by the 
State. 


During implementation, we collaborate to determine the appropriate age of the debt to 
be reported. We contact the debtor via mail, and provide them with sufficient time and 
notice prior to reporting their account.  


Harris & Harris is fully compliant with the Fair Credit Reporting Act (FCRA) and would 
administer all aspects of credit reporting on behalf of the State. Our firm employs a full-
time licensed compliance attorney who would oversee this program. The FCRA prohibits 
the reporting of debts that are older than seven years to the credit reporting bureaus. 
Our collection platform is designed to avoid reporting debt that is too old to be reported 
or in a disputed status. Once a debt reaches seven years old, our system will 
automatically delete the debt from the credit bureau report. Similarly, any account that 
reaches a resolution will also be reported to the credit bureau as resolved. 


Phase 5: Telephone Contact 
Experience has shown that debtors often respond better to person-to-person contact 
than to written notices. Therefore, our strongest emphasis is on rapid person-to-person 
contact. We follow up this contact with a strong letter series.  


When we make telephone contact with the debtors, 
we are not just collectors--we are communicators, 
ready to talk and even more importantly, ready to 
listen. We apply a human touch to our business by 
recognizing that each debtor is a unique individual, 
with unique situations that may require special 
treatment. Through communication, we establish a 
good faith effort on the part of the debtors to meet 
their responsibility to pay their debts to the State 
agency. 


Our collectors achieve maximum liquidation through the following strategies: 


 Maintain a primary goal of resolving debt balances in full and on an immediate basis 
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 Collection teams work a six-day workweek and provide full coverage during “prime 
time” hours, including Saturdays and evenings 


 Low collector-to-supervisor ratio, call recording of every telephone call, and auditing 
of collectors 


Assisted by state-of-the-art software, Harris & Harris collection experts make telephone 
calls from individual workstations. On all initial contacts with debtors, collection 
professionals do the following: 


 Identify their calls as originating from Harris & Harris, or on your behalf 


 Specify the debt, the original balance, and the amount due 


 Require payment in full, secure a payment plan in accordance with State policy, or 
offer approved settlement to secure recovery 


We have a counseling approach to collections, in which our collection experts interact 
with your debtor in the most professional manner. We provide pragmatic counseling to 
resolve each debtor’s account and strive to understand the unique circumstances faced 
by each debtor. 


Sample telephone talk-off scripts have been included as Appendix II-2. 


Phase 6: Legal Action  
Accounts that go through our extensive collection process but that do not fully resolve 
can be turned over to Arnold Scott Harris, P.C., our internal law firm, provided the 
account meets the criteria for litigation that is agreed upon by Harris & Harris and each 
State agency during implementation. As a collection agency law firm, we are able to 
conduct litigation on behalf of the State, pursuing the amount due through all judicial 
systems in the United States. Brian D. Shapiro, our partnering attorney, has more than 
16 years of bankruptcy and creditor’s rights litigation, and is based in Las Vegas.  


We ensure that all of our data is accurate before we begin the litigation process to avoid 
same-name errors and other common mistakes. We have developed a complex and 
accurate system to obtain, even with limited information provided, the debtor’s most 
current street address and employer information. 


Prior to pursuing legal action or garnishing a debtor in connection with their debt, we 
engage in extensive due diligence to verify the following: 


 That the debtor owes the debt 


 That the debtor is not bankrupt, incarcerated, on active military duty, deceased, or 
experiencing other special circumstances 


 That the debtor has been offered a payment plan and has either rejected the option 
or repeatedly broken promises to pay  
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During the legal review, we also ensure that our core values and those of our client have 
been upheld throughout the collection effort. Those core values include: 


 Zero-tolerance policy for abusive collection or harassing debt collection practices 


 Collection representatives act in full accordance with the policies and procedures of 
both the state and the individual state agency  


 Ensuring that the debtor has been given a fair opportunity to resolve the debt 


By the time litigation becomes a viable option, a debtor will have been presented with 
several written notices, many opportunities to arrange for voluntary payment, and 
multiple phone calls before legal action is considered. We are careful to review not only 
the number of attempts on each account but also examine the unique situation of each 
account to ensure only the most qualified accounts are referred to the legal process. 


It is our goal to avoid recommending a lawsuit on any account where the individual 
appears unable to pay the debt. We believe legal resources are best directed towards 
files where our research has indicated that the debtor means, but is simply refusing to do 
so. Litigation is rarely recommended prior to ninety days from placement. All accounts 
must have a suit/garnishment authorization reviewed and signed by the client before our 
firm will proceed with litigation. Our legal review process, which includes garnishments, 
is illustrated in the workflow below:  


 


 


Exhibit 2.2 – Legal Review Workflow 
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In addition, we utilize Q-Law software that automates the processing of many of the 
tasks involved in the litigation process. This software automatically flags files for 
appropriate, timely follow up throughout the entire legal process. This system is also tied 
into our collection system in order for the two systems to exchange information back and 
forth in an automated fashion. 


Phase 7: Closing and Returning Accounts 
Harris & Harris will close or return an account to the State agency if any of the following 
happens:  


 The account has been paid-in-full  


 Debtor is bankrupt or deceased 


 Contractual limit for collection activity is reached  


 The State requests the close and return of a particular account for any other reason 


All accounts returned to the State will be accompanied by a detailed collection history, 
and the closing codes used can be configured to match the State’s own codes for 
auditing purposes. The State will also receive a monthly report on all closed accounts.  


3.3.2 A description of the services to be provided to assist the State Controller’s Office in 
establishing a cost-effective collection service which will maximize the percentage of 
recovery of the State’s delinquent revenue claims. 


There are two fundamental ways in which Harris & Harris will assist the State and prove 
to be an invaluable partner and consultant to the State Controller’s Office, maximizing 
the percentage of recovery of the State’s delinquent revenue claims:  


 Open lines of communication (reports, file updates, and regular in-person meetings) 


 Support of highly experienced, professional personnel 


Open Communication 
The key personnel dedicated to the State’s program will maintain open channels of 
communication with State personnel throughout the life of the contract. Harris & Harris 
defines open communication as ensuring that we are providing the State with all 
necessary information about the State’s accounts and its debtors through all possible 
channels. First and foremost, we furnish the State with detailed, meaningful reports that 
provide statistics on the collection effort and allow us to pinpoint trends and calibrate our 
approach accordingly. The frequency and format of the reports are tailored to the 
specifications of the State, and are augmented by the numerous predefined and ad hoc 
reports that are available to authorized State representatives at any time through Client 
Access Web, our secure online access portal.  
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Secondly, we provide the State with daily file updates, so that the State sees all 
payments received, the most current debtor information, and other vital details. Lastly, 
we conduct regular meetings with the State’s key personnel, both in-person and via 
phone, during which we will review progress on the State’s portfolio, address any issues 
that need resolution, make recommendations for process improvements in any part of 
the collection approach, and otherwise ensure the State’s ongoing satisfaction with the 
collection effort.  


Experienced Personnel 
Harris & Harris offers the State of Nevada a team of experts who have years of 
experience collecting the kind of debt that will be referred by the State. We have on staff 
two Nevada Qualified Collection Managers, who will be overseeing the State’s collection 
program. Our key personnel collectively have more than 185 years of experience in this 
industry, and understand the nuances unique to collecting government debt and the best 
practices that have been applied in collection programs across the country.  


The key personnel assigned to the State’s collection program will review and evaluate all 
processes from implementation and beyond, including file transfers, invoices, and the 
overall collection techniques to ensure the State’s program operates at maximum 
effectiveness at all times. This vital, consultative support will ensure the State’s program 
exceeds the State’s performance expectations.  


Sue Allen, your Account Representative 
and a Nevada Qualified Collection 
Manager, along with Brent Brown, the 
Contract Administrator for this program, 
have worked together for years and with 
government agencies from all over the 
Country. They, along with the team of key 
personnel described below, will work with 
each State agency to understand the 
agency’s collection needs and apply best 
practices to the State’s accounts to 
develop, improve, and adjust the collection 
strategy to meet the challenge of today’s 
ever-changing world and economy.  


Key Personnel 


We have hand-picked a dynamic team of employees to ensure the complete success of 
the State’s program. These key individuals collectively bring more than 185 years of 
collection industry experience to the State. The following chart provides an at-a-glance 
overview of the key personnel assigned to the State’s program as well as their years of 
experience in the industry. Our proposed collection team represents some of the most 
talented and seasoned personnel Harris & Harris and the collection industry has to offer.  
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State of Nevada Collections Project Management Team 


Name and Title  Project Function 
Yrs of Industry 
Experience 


Brent Brown 
Director of Government  
Business Development 


State of Nevada Contract 
Administrator 


11 


Sue Allen 
Government Client Services 


Representative 


State of Nevada Local Account 
Representative 


25 


Laura Carey 
Attorney and Director of  


Legal Collections 


Project Manger  14 


Laurie Grounds 
Government Collections Manager 


State of Nevada Collection 
Manager  


10 


Nancy Jasinski 
Implementation Manager 


State of Nevada Implementation 
Manager 


25 


Jeff Hazzard 
Director of Special Projects, IT 


State of Nevada IT Manager   15 


Arnold S. Harris, Esq. 
President and CEO 


Executive Support  25 


David L. Harris 
Executive VP and COO 


Executive Operations Oversight  25 


John Zugschwert 
Senior Vice President 


Executive Project Oversight  20 


The Law Office of 
Brian D. Shapiro, LLC 


Nevada Litigations Firm  15 


 


Detailed professional profiles of these individuals can be found below. 


Brent Brown, Contract Administrator for the State’s Collection Program. Mr. Brown 
is a seasoned veteran of the collection industry, with a particular emphasis on public 
sector debt. He understands the nuances of public sector collections, having worked 
with all levels of government agencies.  
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Mr. Brown has been in the government collections industry for more than a decade, and 
has been the contract administrator for several high-profile government clients over the 
span of his career, including:  


 The City of Las Vegas Municipal Court 


 The City of Phoenix Municipal Court 


 The City of North Las Vegas  


 The California Franchise Tax Board 


 The California Department of Justice 


 The California Department of Insurance  


 The Utah Department of Revenue 


Mr. Brown was also the contract administrator for the following government agencies 
whose collection programs were very similar in size and scope to the one sought by the 
State of Nevada:  


 Ohio Attorney General 


 Indiana Attorney General  


 Miami-Dade County 


For each of these collection programs, Mr. Brown played a vital role in every stage of the 
customer lifecycle, from the acquisition of business, through project implementation and 
launch, to administering the contract, ensuring sustained client satisfaction. 


As the dedicated Contract Administrator for the State’s program, Mr. Brown will be 
responsible for overall client satisfaction and relationship management throughout the 
term of the contract. Mr. Brown will work closely with essential members of the Harris & 
Harris/State teams to ensure that the State’s requirements and expectations are being 
met, and that we achieve maximum collection results.  


Mr. Brown received his Master of Business Administration from the University of 
Georgia, in Athens, Georgia, and his Bachelor of Science in Management from Georgia 
Institute of Technology, Atlanta, Georgia. 


Sue Allen, Local Collection Account Manager for the State. In her 25 years of 
collection experience, Ms. Sue Allen has served several roles, including client services 
specialist, call center manager, and general manager of a large branch of a collection 
firm. She is extremely familiar with the debtor population of Nevada, having managed 
collection program numerous government clients including the Cities of Las Vegas, 
North Las Vegas, and Carson City. Ms. Allen is based in Las Vegas and has been a 
resident of the State for more than 30 years.  
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Before working for Harris & Harris, Ms. Allen was the General Manager of the Las Vegas 
branch of the world’s largest collection agency. In this role, Ms. Allen handled all aspects 
of managing the office, and ensured the ongoing satisfaction of all clients served by that 
office. Ms. Allen piloted highly successful collection programs for a broad range of 
government clients, including:  


 City of Las Vegas and Municipal Court 


 City of North Las Vegas and Municipal Court 


 Las Vegas Valley Water District 


 City of Carson City 


 The City of Phoenix Municipal Court 


 The California Franchise Tax Board 


 The California Department of Insurance 


 The California Department of Justice 


Ms. Allen will serve as the relationship manager for the State’s program, addressing the 
State’s day-to-day needs and resolving any issues that may arise. In doing so, she 
works with our IT Department, Posting Department, and Accounting & Finance 
Department to develop an effective and efficient solution. Ms. Allen will also play a key 
role in managing State training, reporting, ensuring proper account reconciliation, and in 
performing other tasks as required. Ms. Allen will serve the State with the utmost 
professionalism.  


Ms. Allen has participated in a variety of professional development seminars, and holds 
a State of Nevada Qualified Managers license since 1995.  


Laura Carey, Project Manager. Ms. Laura Carey has over 14 years of experience in 
the collection industry and is a licensed attorney as well as a Nevada Qualified 
Collection Manager. As Director of Legal Collections, Ms. Carey is based in our Chicago 
headquarters and has been responsible for overseeing collection programs for clients 
such as City of Las Vegas Municipal Court, Cook County, the Kansas Department of 
Revenue, and the City of Chicago Department of Revenue. Many of the programs Ms. 
Carey manages include extensive litigation services.  


Ms. Carey is responsible for overseeing the team that manages our bankruptcy services. 
A seasoned litigator who is well-versed in the particulars of bankruptcy law, Ms. Carey 
will oversee bankruptcy service for the State. 


Ms. Carey will oversee all debt collection efforts for the State, and will dedicate as much 
time as needed to the State’s programs. She will be responsible for ensuring that the 
entire collection program for the State is implemented in a timely and efficient manner 
and that it meets all contract and reporting requirements.  
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Ms. Carey will work directly with Sue Allen, the Harris & Harris Client Relationship 
Manager assigned to the State, and with the Harris & Harris Manager of Government 
Collections, Ms. Laurie Grounds, to develop and implement training programs and 
collection strategies specific to the State to ensure we are achieving maximum collection 
results. 


Ms. Carey received her J.D. from Southern Illinois University Law School in Carbondale, 
Illinois. 


Laurie Grounds, Collection Manager. Ms. Laurie Grounds has more than a decade of 
experience in the collection industry, and has supervised a number of large-scale, highly 
successful collection programs. With her particular focus on government collections, 
Ms. Grounds was a natural choice to manage the State’s collection program. In her day-
to-day duties, Ms. Grounds is charged with managing most of Harris & Harris’s most 
important government clientele, including:  


 City of Las Vegas Municipal Court 


 City of Baltimore 


 City of Milwaukee Municipal Court 


 City of Tulsa 


 Cook County  


 Illinois Department of Revenue 


 Illinois State Toll Highway Authority 


 Kansas Department of Revenue  


For the State of Nevada, Ms. Grounds will leverage her deep understanding of the 
nuances of collecting government debt, and will guide her collection team to successful 
collection recoveries while employing the compassion and understanding necessary to 
help debtors who may be in difficult financial circumstances.  


She will ensure the entire State of Nevada collection department reaches its internal and 
client performance goals, identifying underperforming areas and launching effective, 
actionable plans for improvement wherever necessary. She works directly with Ms. Allen 
to design and implement workflows tailored to specific State requirements. She will also 
observe call center statistics to further monitor performance goals, and provide vital 
feedback to other key personnel to inform the decision-making process. 


Nancy Jasinski, Implementation Manager. Ms. Nancy Jasinski has more than a 
quarter of a century of experience in call center operations. She has led the 
implementation for hundreds of clients over the span of her career, including several 
municipalities, courts, and state-wide systems. For Harris & Harris, Ms. Jasinski has 
implemented some of our highest-profile clients, including:  


 City of Las Vegas 







 


Proposal to: 
State of Nevada 


RFQ #2026: Debt Collections  
Part II – Technical SOQ 


  
 


 
HarrisCollect.com 


  State of Nevada 
RFQ #2026: Debt Collection  


Part II, Page 15
April 12, 2012


 


 City of Baltimore 


 Illinois Tollway 


 Kansas Department of Revenue 


 Kansas City Power & Light 


 PSE&G 


 Baylor Health 


 Ms. Jasinski pilots the implementation of new client collection programs from the 
moment the contract is signed until the final client sign-off of satisfaction. During 
implementation, she functions as the connection between the client and all internal 
departments, coordinating all aspects of addressing client needs. Her meticulous 
attention to detail and drive to succeed make her an exceptional project manager, as 
she is able to balance the nuances of each individual client’s program with grace and 
skill. 


Ms. Jasinski will serve as the dedicated Implementation Manager for the State’s 
program. She will be the primary point of contact during the implementation phase 
coordinating communication between all required parties within Harris & Harris and State 
staff. 


Ms. Jasinski holds an Associate’s Degree in Applied Science, Computer Information 
Systems from the College of DuPage in Glen Ellyn, Illinois. 


The scope of Ms. Jasinski’s specific duties are best illustrated by the sample 
implementation plan and new client checklist, both of which have been included as 
Appendix II-3. 


Jeffrey Hazzard, Client Information Technology Manager for the State. Mr. Jeffrey 
Hazzard has over 15 years of diversified hands-on expertise in technology infrastructure 
development, data architecture, software development, and telecommunications. He is 
an enthusiastic leader with the ability to hire, manage, and develop high impact IT teams 
in a fast-paced environment. 


As the Director of Special Projects for Harris & Harris, Mr. Hazzard plays a critical role in 
the implementation and ongoing support of our most sophisticated client 
programs. Mr. Hazzard has a talent for identifying the unique requirements of a client 
project and tailoring a solution that specifically addresses the client’s particular issues. 
Mr. Hazzard has spent more than a decade in IT, and has built a career expanding IT 
departments and implementing the latest technologies. 


Mr. Hazzard will be the dedicated IT manager for all technical aspects of the State’s 
program. During implementation, he will collaborate with the State’s own IT team to 
confirm that each technical requirement is met, and to make recommendations wherever 
appropriate that will improve the overall technological structure of the State’s program. 
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Throughout the lifetime of the contract, Mr. Hazzard will take direct responsibility for the 
ongoing technological health of the collection effort, and collaborate with his colleagues 
in IT to deliver effective solutions to any issues that may arise. 


Mr. Hazzard holds a Bachelor of Arts in Government from the University of Texas at 
Austin, Austin, Texas. 


Executive Leadership 


Providing guidance and support at the executive level is our leadership team, described 
below.  


Arnold S. Harris, Esq., President and CEO. Mr. Arnold Harris is the Chief Executive 
Officer and President of Harris & Harris. Mr. Harris is a collection attorney who has been 
in the collection business for over 25 years. Mr. Harris is a forward-thinking individual 
who helps direct the efforts of his organization towards outstanding results and 
innovative ideas. Mr. Harris provides executive leadership and maintains close 
communication with clients throughout the life of their contracts. He has played a vital 
role in numerous government client implementations, including the City of Chicago and 
the City of Las Vegas projects.  


Mr. Harris has gained a reputation throughout the country as an expert on Federal Fair 
Debt Collection Practice Act (FDCPA) and various other Federal and State issues. 
Mr. Harris frequently speaks to audiences on legal and collection issues and personally 
conducts training and in-service sessions for his clientele. 


Mr. Harris is committed to providing personalized attention to our higher-profile clients, 
such as the State, and he will ensure the necessary company resources will be applied 
to develop a successful collection program that is specifically tailored to the State’s 
unique needs His understanding of the marketplace enables Mr. Harris to bring a unique 
perspective to clients like the State.  


Mr. Harris received his Juris Doctor from Drake University Law School in Des Moines, 
Iowa, and his Bachelor of Arts in Political Science from University of Wisconsin in 
Madison, Wisconsin. 


David L. Harris, Executive Vice President and Chief Operating Officer. Mr. David 
Harris is the Chief Operating Officer and Executive Vice President for Harris & Harris. 
Mr. Harris provides effective leadership to the management team with a strong emphasis 
on open communication.  


Mr. Harris joined Harris & Harris in 1986 as a Collection Representative to learn the 
business from the ground up. As he rose through the ranks, Mr. Harris implemented 
sweeping changes within the firm by blending cutting-edge technology with best 
practices for managing the collection strategies for each client. Mr. Harris has been a 
key resource to the implementation and ongoing operation of such government projects 
as the Illinois Department of Revenue; the City of Chicago Department of Revenue; 
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Cook County, which is the largest county court in the US; the Illinois Tollway; and many 
other state and local government clients. His innovative ideas have resulted in improved 
efficiencies and debt recoveries for our clients. 


Mr. Harris will provide high-level management of all operational aspects of the State’s 
program, from implementation to ongoing collection efforts. Throughout the lifetime of 
the program, Mr. Harris will focus on providing programmatic leadership and promoting 
continuous quality improvements to processes across all parts of the collection work 
done on behalf of the State. 


Mr. Harris attended University of Kansas in Lawrence, Kansas, and the University of 
Wisconsin in Madison, Wisconsin. 


John Zugschwert, Senior Vice President. Mr. John Zugschwert is the Senior Vice 
President of Harris & Harris. Mr. Zugschwert has over 20 years of sales, account 
management and marketing experience in various capacities. He also has over 10 years 
of senior level management experience. He is charged with oversight of all client facing 
departments within Harris & Harris. This includes managing not only marketing and 
client relationships but also client services and implementations of new contracts. 


Mr. Zugschwert’s goals are to attract and retain the best and brightest individuals who 
will be tasked with identifying and managing the needs of client accounts, to develop a 
strategic plan, and to budget and implement the most cost effective models, designed to 
deliver key support to our clients. 


Mr. Zugschwert will provide crucial oversight of the solution development, client 
relations, and account management efforts needed to support the State’s program. He 
will also consult daily with Mr. Brent Brown, the dedicated State contract administrator, 
to ensure that every State need and expectation is met. 


Mr. Zugschwert received his Juris Doctor from William Mitchell College of Law in St. 
Paul, Minnesota, and his Bachelor of Arts from the University of St. Thomas in St. Paul, 
Minnesota. 


 


Nevada Law Firm 


 


The Law Offices of Brian D. Shapiro, LLC. The Law Office of Brian D. Shapiro, LLC 
was established on September 26, 2005, and will be working with Harris & Harris as a 
subcontractor providing in-state support to litigation matters when needed. The Law Firm 
is managed by Brian D. Shapiro, who has been practicing law in the field of creditor 
rights since October 16, 1995. Mr. Shapiro has more than 16 years of experience 
litigating bankruptcy and creditor’s rights issues. The Law Firm focuses on preserving 
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and protecting creditor's rights and collection of debts in State Court, Federal Court, and 
in Bankruptcy Court. 


3.3.3 A description of the time frame necessary to acknowledge receipt of assigned claims or 
accounts and to begin work on assigned claims. 


An acknowledgement receipt will be sent back to the State within 24 hours of 
assignment. Collection activity begins immediately.  


3.3.4 A description of when and to what extent mailing, telephone and skip-tracing, filing 
judgments, bankruptcy claims, liens, garnishments, asset search, and other collection 
efforts will be used in terms of type, age and amount of assigned account. 


As stated earlier, the most traditional approach to collections was to work accounts 
strictly according to account balance, with higher-value accounts receiving greater 
attention than those with a lower balance. Harris & Harris believes that accounts can be 
worked in a more effective manner, and that other factors beyond the basic balance 
contribute to how rapidly an account can be resolved. We do not let balance alone 
dictate our collection attempts; rather, we take a more sophisticated, comprehensive 
view on an account, weighing a variety of factors that typically determine the likelihood of 
payment. Harris & Harris works every account, regardless of balance or score.  


Our approach to letters, telephone contact, skip-tracing, filing judgments, bankruptcy 
claims, liens, garnishments, and other collection tools are discussed at length in our 
collection approach narrative, which begins on Page 2. 


Legal collections are usually initiated for debts $500 and greater. Additional information 
about our litigation process can be found beginning on Page 7. 


Bankruptcy Filings 
When we discover a debtor involved in bankruptcy proceedings, Harris & Harris, a 
collection agency law firm, can file claims on behalf of the State of Nevada. Before we 
can file a claim, we would require from the State evidence of the debt that is owed, 
including evidence of the debtor’s identity. Harris & Harris will notify the Controller’s 
Office of any notice of bankruptcy received within five business days. Any debt that is 
not included in the bankruptcy process will be closed and returned back to the State, 
along with all relevant documentation.  


The procedure for filing is contingent upon several factors, including the type of account 
and the type of bankruptcy filed, as described below:  


 Chapter 7 Bankruptcy: Our bankruptcy specialists note when an account survives 
the bankruptcy process, and places them in a hold status until the discharge of the 
Chapter 7 proceedings, after which Harris & Harris can resume the collection 
process. Any collection fees and/or interest that may be attached to the account 
would require the account to be canceled and reassigned by the referring State 
agency before we could restart our efforts.  
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 Chapter 11 Bankruptcy: Non-dischargeable debts such as governmental debts that 
are listed in a Chapter 11 bankruptcy petition may be placed in suspense file pending 
discharge or dismissal of the bankruptcy at the direction of our customer. After the 
bankruptcy is discharged or dismissed these non-dischargeable debts may be re-
activated and collection activity resumed. Non-dischargeable debts are allowed to 
survive the bankruptcy under the US Code Title 11. Alternately, the State agency 
may direct that these accounts be closed and returned in accordance with their 
business rules. 


 Chapter 13 Bankruptcy: For this type of bankruptcy, Harris & Harris can file a claim 
on behalf of the State of Nevada. After the bankruptcy has been discharged, any 
unpaid accounts that do not survive bankruptcy proceedings will be closed and 
returned to the referring State agency, along with all relevant documentation. 
Accounts that do survive the bankruptcy process will be returned to our collection 
process. As with accounts that are part of a Chapter 7 filing, an account that has 
collection fees or interest attached to it must first be canceled and returned to the 
State agency, then reassigned back to Harris & Harris before we can attempt 
collection.  


If the bankruptcy is dismissed, the case is closed and Harris & Harris resumes our full 
collection efforts on the account.  


If the State of Nevada or referring State agencies wish to be alerted about bankruptcies 
without filing, we will provide all relevant information about the bankruptcy, then cancel 
and return the account back to the State along with all documentation. 


3.3.5 A description of the criteria to be applied in determining when installment payment of 
debts will be offered and the maximum term of such payment plan agreements. 


When contacting a debtor, Harris & Harris collection representatives always request the 
full balance first. However, for debtors who cannot make payment in full, we offer 
payment plan options in accordance with each State agency’s own specific policies. 
Payment plans are an essential tool for account resolution. All representatives are 
specifically trained to gather the necessary information from the debtor to establish a 
reasonable payment plan that is compliant with the client’s specifications and that is the 
largest payment possible that works within the debtor’s personal budget. The debtor will 
receive a monthly payment reminder notice with a return envelope. If a debtor misses a 
payment, we immediately initiate a call to the debtor to bring the account into 
compliance. There is no additional charge for this management service. 


The Harris & Harris standard payment plan policy requires the debtor to pay half of his 
balance up front and then pay the balance of the amount due within a 90-day period. 
Payment plan specifics can be customized to meet your needs and expectations. 


Harris & Harris will ensure all payment plans are authorized by the State, as required by 
the terms of the RFQ.  







 


Proposal to: 
State of Nevada 


RFQ #2026: Debt Collections  
Part II – Technical SOQ 


  
 


 
HarrisCollect.com 


  State of Nevada 
RFQ #2026: Debt Collection  


Part II, Page 20
April 12, 2012


 


3.3.6 A description of the maintenance procedures forms and monitoring to be used for 
payment plan agreements. 


Accounts with payment plans are flagged with automated reminders to make certain the 
debtor is compliant with their payment arrangements. Broken promises and failures to 
pay receive immediate attention, thereby reducing the risk that such an account can fall 
through the cracks.  


When a debtor agrees to a payment plan, he or she will receive a payment reminder 
notice, along with a return envelope. If the debtor misses a payment, we immediately 
initiate a call to the debtor to bring the account into compliance. We send additional 
letters and make additional calls as needed, depending on the terms of the account. 


If the debtor fails to uphold the terms of the payment plan, we notify the debtor that the 
payment plan has been cancelled, and immediately resume our attempts to collect 
payment in full.  


Harris & Harris will secure the State’s authorization before instituting any payment plan.  


3.3.7 A description of other collection efforts and when they would be used based upon the 
type, age and amounts of assigned accounts. 


A complete description of our collection efforts, and how they are used in the attempt to 
collect debt on behalf of the State, is provided beginning on Page 2. Legal collections 
are initiated for qualified accounts with an amount due of $500 or greater. 


3.3.8 A description of the criteria according to which settlement for partial payment of a debt 
will be recommended. 


Harris & Harris collection representatives do not suggest settlements to the debtor, 
instead making every effort to work with the debtor to achieve payment in full. In some 
instances, however, a settlement may be in the best interest of the State. The criteria 
used to qualify accounts for settlement will be determined during implementation. All 
settlements must be approved by the State.  


3.3.9 A description of the criteria to be applied when debt collection efforts are no longer cost 
effective. 


Harris & Harris will declare an account uncollectible if an account meets certain highly 
specific criteria, or when all efforts to secure payment have been exhausted. We will 
follow any standards for closure specified by the State, and all status codes can be fully 
customized to align with the State’s own accounting and auditing processes.  


The most common factors that make an account uncollectible include the following: 


 Death 


 Incarceration 
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 Documented physical incapacity (e.g., coma, terminal cancer, Alzheimer’s disease, 
stroke victim, etc.) 


 Documented permanent physical or mental disability 


 Deportation 


 Debtor refuses to pay and has insufficient assets for garnishment, levy, or 
attachment 


 Below poverty level 


Harris & Harris will close and return any such account back to the State agency, along 
with a full report detailing all collection efforts, any contact made, as well as any updated 
contact information we may have obtained. 


3.3.10 A description of the criteria proposed when reporting debts to a credit reporting agency, 
amount, age, etc.  


Harris & Harris reports accounts to the three major credit bureaus, Experian, Equifax, 
and TransUnion, between 45 and 60 days after referral.  


Harris & Harris is fully compliant with the Fair Credit Reporting Act (FCRA) and would 
administer all aspects of credit reporting on behalf of the State. Our firm employs a full-
time licensed compliance attorney who would oversee this program. The FCRA prohibits 
the reporting of debts that are older than seven years to the credit reporting bureaus.  


Our collection platform is designed to avoid reporting debt that is too old to be reported 
or in a disputed status. Once a debt reaches seven years old, our system will 
automatically delete the debt from the credit bureau report. Similarly, any account that 
reaches a resolution will also be reported to the credit bureau as resolved. We update 
the credit bureaus on a regular basis to ensure the debtor’s credit report reflects the 
most current information about their delinquent account.  


3.3.11 A description of the procedures through which collection will be recommended for legal 
services or litigation, the criteria for determining the appropriateness of legal services or 
litigation and the mechanisms through which the State will be notified of the need for 
legal services, apprised of legal services status, including a description of the frequency 
and content of periodic reports to the State. Procedures for conducting legal services 
that may occur outside of the State of Nevada must also be described. Any awarded 
vendor shall not employ, retain or otherwise utilize legal counsel in the performance of 
any work within the scope of the contract without prior authorization from the State 
Controller’s Office. 


Harris & Harris is distinguished from other agencies because we are a collection agency 
with an internal law firm. We are affiliated with the law firm of Arnold Scott Harris, P.C. 
(ASH), which is exclusively dedicated to pursing litigation against delinquent accounts.  







 


Proposal to: 
State of Nevada 


RFQ #2026: Debt Collections  
Part II – Technical SOQ 


  
 


 
HarrisCollect.com 


  State of Nevada 
RFQ #2026: Debt Collection  


Part II, Page 22
April 12, 2012


 


ASH has been in existence for 25 years, and has successfully litigated cases across the 
nation. The firm employs a total of 73 people, including 7 attorneys, 36 account 
representatives, 6 supervisors, 3 team leads, and 18 legal administrators. No member of 
our legal staff is subject to any outstanding disciplinary complaints or lawsuits. Brian D. 
Shapiro, our partnering attorney based in Nevada, has more than 16 years of experience 
litigating bankruptcy and creditor’s rights issues.  


On average, ASH’s legal team manages over 50,000 active cases. The firm averages 
between 500 and 600 garnishments per month, and initiates in excess of 1,000 new 
filings per months. 


Accounts that go through our extensive collection process but that do not fully resolve 
can be turned over to ASH, provided the account meets the criteria for litigation that is 
agreed upon by Harris & Harris and the State during implementation. As a collection 
agency law firm, we are able to conduct litigation on behalf of the State, pursuing the 
amount due through all judicial systems in the United States.  


We ensure that all our data is accurate before we begin the litigation process to avoid 
same-name errors and other common mistakes. We have developed a complex and 
accurate system to obtain, even with limited information provided, the debtor’s most 
current street address and employer information. 


Prior to pursuing legal action or garnishing a debtor in connection with their debt, we 
engage in extensive due diligence to verify the following: 


 That the debtor owes the debt 


 That the debtor is not bankrupt, incarcerated, on active military duty, deceased, or 
other experiencing other special circumstances 


 That the debtor has been offered a payment plan and has either rejected the option 
or repeatedly broken promises to pay  


During the legal review, we also ensure that our core values and those of our client have 
been upheld throughout the collection effort. Those core values include: 


 Zero-tolerance policy for abusive collection or harassing debt collection practices 


 Collection representatives act in full accordance with the policies and procedures of 
both the state and the individual state agency  


 Ensuring that the debtor has been given a fair opportunity to resolve the debt 


By the time litigation becomes a viable option, a debtor will have been presented with 
several written notices, many opportunities to arrange for voluntary payment, and 
multiple phone calls before legal action is considered. We are careful to review not only 
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the number of attempts on each account but also examine the unique situation of each 
account to ensure only the most qualified accounts are referred to the legal process. 


We believe legal resources are best directed towards files where our research has 
indicated that the debtor means, but is simply refusing to do so. Litigation is rarely 
recommended prior to ninety days from placement. All accounts must have a 
suit/garnishment authorization reviewed and signed by the State before our firm will 
proceed with litigation. 


We utilize Q-Law software, which automates the processing of many of the tasks 
involved in the litigation process. This software automatically flags files for appropriate, 
timely follow up throughout the entire legal process. This system is also tied into our 
collection system in order for the two systems to exchange information back and forth in 
an automated fashion. 


Additional information about our litigation process, including a workflow that illustrates 
the steps we follow to pursue litigation against an account, can be found beginning on 
Page 7. 


3.3.12 A description of the procedure and time frame for the return of any accounts to the State 
Controller’s for circumstances detailed in Section 1.2, Overview and Scope of Work. 


The timeframe for an account to be returned to the State is established during 
implementation, and depends on the length of time the State and its agencies wish 
Harris & Harris to retain an account for collections. Harris & Harris has the flexibility to 
return these accounts on a daily, weekly, or monthly basis via manual or automated 
processes. For example, if the State desires, we can automatically close and return 
accounts that have been in collections for more than 180 days.  


We acknowledge and respect the State of Nevada’s right to recall or cancel an account 
for any reason. All accounts that the State recalls or cancels will be closed immediately 
and returned to the State as scheduled.  


Harris & Harris will return accounts according to the policies established by the State, 
including: 


 Accounts that have been in our collection queues for six months  


 Accounts that have no activity for 60 days 


 Accounts of debtors who are deceased 


We will also return bankrupt accounts to the State within five days of receiving 
notification that the debtor has filed for bankruptcy.  


All accounts returned to the State will be accompanied by a detailed collection history, 
and the closing codes used can be configured to match the State’s own codes for 
auditing purposes. The State will also receive a monthly report on all closed accounts.  
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3.3.13 Examples of demand notices, letters, forms and telephone communication procedures 
and other methods used. 


As stated earlier, Letters are generated through our CUBS® system, then dispatched to 
the debtor within 48 hours. At least one collection letter is sent prior to the first telephone 
call. When accounts are received into our system and account information has been 
verified, we automatically generate a letter, notifying the debtor that their account has 
been placed with us for collection. The schedule of subsequent collection letters is 
determined by contract, and by the circumstances surrounding the collection of particular 
accounts.  


The frequency of letter generation can be adjusted to meet State requirements, and 
collection professionals can have the automated collection system generate letters for 
special situations. Letters are also automatically sent for payment reminders and notices 
of missed payments, and return envelopes are enclosed for convenience. 


Letters we generate to debtors include: 


 Initial Notice: This letter is sent within 48 hours of the account being uploaded into 
CUBS®, and alerts the debtor that their account has been placed with Harris & Harris 
for collection.  


 Second Notice: This letter is sent when we have not yet received any response from 
the debtor, and serves as a reminder that they must meet their financial obligation. 


 Payment Plan: When a debtor agrees to a payment plan to resolve their balance, 
CUBS® will automatically generate a notice outlining the terms of the payment 
agreement, along with specific due dates by which each payment must be made. 


 Payment Reminder: This letter is sent in advance of an installment payment’s due 
date to remind the debtor that the next payment of their plan is anticipated by the 
stated deadline.  


 Broken Promise: If a debtor fails to meet their promise to pay, they are sent a 
broken promise letter, informing the debtor that they have not met their obligation, 
and demanding payment in full.  


 Account Recalled/Cancelled: If an account is recalled by the client, or cancelled for 
any reason, the debtor will receive a notice informing them of this event.  


Sample letters have been included with this response as Appendix II-1.  


Telephone scripts are built into our collection platform, which guides the collection 
representative through all possible scenarios of a debtor conversation. Scripts have 
been vetted by our legal department to ensure absolute compliance with all applicable 
legislation, industry best practices, and Harris & Harris’s own high standards of quality 
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debtor contact. Scripts are clear, concise, and effective, and are tailored to your exact 
specifications. A sample telephone script has been included as Appendix II-2.  


Predictive Dialer Technology 


No collection system is complete without a telephony platform and dialer system to 
maximize collection representative efficiency. Our TouchStar Software Call Center 
Solution is completely integrated with our Avaya Phone System to generate effective, 
real-time campaigns and a wide range of telephony features for our collection 
representatives. Setting us apart from other agencies is the fully blended software suite 
of products and programs that allow us to effectively manage our call center through 
calling campaigns, real-time analysis, statistical and analytical reporting, collection 
representative management, and customer tools that help us achieve maximum 
recoveries and debtor satisfaction. 


Predictive Dialer 


In a predictive dialer call center such as ours, there is no wait state between calls for a 
collection representative. No time is wasted looking up numbers, waiting for the phone to 
ring or asking the debtor to hold while we connect them to a collection representative. 
The collection representative is fed a continuous stream of debtor contacts and live 
answers throughout the day in real-time. When a person answers the phone, the dialer 
is programmed to locate an available collection desk and instantaneously connect the 
call to a collection representative with zero waiting. Because of this technology, our 
collection representatives deliver double the collection productivity of competing firms. 


Interactive Messaging/Message Blasting 


This feature allows the call center to generate thousands of additional calls per day, with 
a “data-dip” to state the debtor’s name in the message. If the debtor picks up the phone, 
a simple press of the “1” button transfers the debtor to a call center representative 
instantly. This system also can leave an answering machine message with a call back 
number that goes directly to the call center representative assigned to the debtor’s 
account. We currently use this technology to automatically call back debtors whom we 
did not reach in the interactive voice recording campaign and who are defaulting on 
payment plans. 


The Interactive Messaging (IM) and Messaging Blasting component aids in reaching 
more debtors and leaving messages to increase our inbound call traffic for payments 
and recoveries. 


Interactive Voice Response System (IVRS) 


Our Interactive Voice Response Technology provides an automated, 24/7 interactive 
voice messaging system that allows a debtor to easily access their account information 
and schedule payments over the phone. 
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Reporting (Historical/Real Time) 


The TouchStar Call Center Suite includes a robust historical and real-time reporting 
system. This reporting system is used daily to provide data mining, analytical reporting, 
and visualization tools analyzed by the call center. Key call metrics are reported, 
analyzing inbound and outbound calling campaigns, individual key collection 
representative and unit performance, and real-time analysis. This allows us to manage 
the collection floor in real-time providing advantages in overall recoveries. With this 
powerful solution, our users can access, format, analyze, navigate, and share 
information across the organization. 


The TouchStar Call Center Suite is an array of real-time screens that we display on large 
screen LCD Displays on our call center floor. These displays originate from our 
TouchStar Supervisor product. The TouchStar Supervisor is a client software package 
that each Director, Manager, Supervisor, and Team Lead have on their individual PC 
screens and can be customized per collection unit. 


Reporting  
Harris & Harris has reviewed the Sate’s reporting requirements listed in Section 
1.2.38.14 of the RFQ, and can supply the requested reports in any format and at any 
frequency so desired by the State. We deliver a suite of standard reports generated by a 
sophisticated reporting tool that can provide analytical breakdowns, customer analysis, 
and a variety of statistical reports. Furthermore, we can work with you during 
implementation to address any other client-specific reports you may require.  


Harris & Harris maintains an in-house Information Technology Department to service our 
clients’ needs. We customize reports to meet the varying reporting requirements of our 
client. During our implementation planning phase, we will work with the staff from each 
State agency to determine the format, timing, and distribution of reports. 


Common reports we provide to our clients include: 


 Gross number of accounts and dollars placed each month 


 Gross number of accounts and dollars placed year to date 


 Dollars collected and applied to the month the account was placed 


 Accumulative amount collected for the amount placed by month 


 Commission amount taken by month and year to date 


 Net recovery (total collected minus the commission amount) 


 Net recovery percentage  


Additionally, we have numerous ad hoc and custom reporting options available. Sample 
reports have been included with this response as Appendix II-4.  


3.3.14 A description of any other relevant information supporting the vendor’s ability to perform 
the scope of work outlined in Section 1 of the RFQ. Vendors may include descriptions of 
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any additional services they may desire to provide. Such additional services may 
include: skip tracing, computer interface, courier pick-up service for reports and referrals, 
specialized collection reports or letters, financial reports on creditors, providing agency 
with "read only" computer access to clarify balances on assigned cases, etc. 


Harris & Harris has thoroughly read, understands, and will comply with every element of 
the Scope of Work. To ensure that the State has the necessary information that affirms 
Harris & Harris’s ability to perform each of these requirements outlined in Section 1, we 
have responded in greater detail to the following points in the Scope of Work below. 


Response to Scope of Work  


1.1.4 Contracts resulting from the first round submission of this RFQ will be written for a term 
of four (4) years with concurrent termination dates.  


Harris & Harris has read, understands, and agrees to this modified requirement. 


1.1.5 After the first round submission, the State reserves the right to accept SOQs for these 
services on an ongoing basis.  Any future contract awards will be written based upon 
termination dates concurrent with contracts awarded as a result of the first round 
submission, even if the subsequent contracts are for a term of less than four (4) years.  


Harris & Harris has read, understands, and agrees to this modified requirement. 


1.1.6 The State reserves the right to divide accounts as it sees fit, based on performance and 
expertise of the vendors. The State’s current practice is to divide most of the state 
agency accounts among several vendors. However, there may be instances where it is 
in the best interest of the State to assign a particular State agency’s accounts to a single 
vendor.   


Harris & Harris has read, understands, and agrees to this modified requirement. Harris & 
Harris will support any manner in which the State elects to divide its portfolio. 


1.1.8 Currently, the Controller’s Office has three (3) vendors under contract for debt collection 
services which will expire on August 31, 2012.  This RFQ is a new procurement that will 
replace the current contracts and is open to the current vendors as well as new vendors.  
The anticipated start date for new contracts under RFQ 2026 is upon approval of the 
State Board of Examiners at its meeting in July 2012.  Since it is undetermined whether 
any current vendors will receive contracts under this new procurement, the Controller’s 
Office will concurrently maintain the current contracts until they expire on August 31, 
2012. Although if a current vendor receives a new contract pursuant to this RFQ, the 
current contract may be terminated upon approval of the new contract.  


Harris & Harris has read, understands, and agrees to this modified requirement. 


Based on the experience of the Controller’s Office, it can take several weeks for a new 
debt collection vendor to prepare and implement the systems necessary to receive debt 
collection referrals from SCO.  Therefore, to avoid interruption to the State’s debt 
collection efforts, it is deemed to be in the best interest of the State to allow the current 
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contracts to remain in place until they expire on August 31, 2012, as well as begin new 
contracts under this procurement in July of 2012.  At the expiration of the current 
contracts, any outstanding accounts will be referred to new vendors in a manner 
deemed to be in the best interest of the State.  Any outstanding accounts would be 
allowed to be bid at the secondary placement rate.  


Harris & Harris has read, understands, and agrees to this modified requirement.   


1.2.1.3 A contract for the assignment of the collection of a debt may include the provisions in 
NRS 353C.135 regarding the payment of costs and fees for the collection of debts owed 
to the State. 


For debts in excess of $300, the debtor must pay the costs and fees incurred to collect 
the debt.  The costs and fees charged to the debtor must not exceed 35% of the debt 
principal or $50,000, whichever is less.  Additionally, NRS 353C.135 authorizes the 
Controller’s Office to collect a fee of 2% of the principal amount of the debt. The 2% 
SCO fee is included in the 35% statutory maximum for fees. 


For debts of $300 or less, the debtor is not responsible for the costs and fees incurred to 
collect the debt.  Instead, costs are deducted from the debt principal. 


Harris & Harris has read, understands, and agrees to this modified requirement. We 
have provided our revised pricing schedule, which complies fully with the above 
specifications, as Section III – Cost Proposal.   


1.2.3 Awarded vendors, subcontractors, agents and collection employees must comply with all 
federal and state general or special law relating to the provision of debt collection 
services including, but not limited to, the following: 


• Chapter 353C of the Nevada Revised Statutes;  


• Chapter 649 of the Nevada Revised Statutes; 


• Fair Debt Collection Practice Act 15 US 1601 et seq.; 


• Federal Bankruptcy Code; 


• State and Federal Wages Garnishment Law; 


Harris & Harris has read, understands, and agrees to this requirement. Harris & Harris is 
fully compliant with all local, state, and federal laws governing debt collection, and 
adherent to industry best practices as set forth by professional organizations like ACA 
International. We ensure our business practices at every level of our firm operate well 
within the limitations established by applicable legislation, such as the FDCPA, FCRA, 
HIPAA, Gramm-Leach-Bliley, and the FTC’s Red Flag Rules, to name just a few. 
Additionally, we pledge total compliance with all applicable policies and procedures set 
forth by the State of Nevada, including Chapter 353C and Chapter 659 of the Nevada 
Revised Statutes.  
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Training 
The most important asset of Harris & Harris is our employees. For this reason, it is 
imperative that all employees begin their career at Harris & Harris by receiving the most 
comprehensive training relevant to their role within the organization. 


We require that all staff hired attend new employee training as well as receive refresher 
training on a continuing basis. Our ongoing training takes place both on a specified 
schedule and as needed to keep current on changing collection techniques, federal and 
state regulations, system enhancements, and client program specifications. 


Our low level of complaints and our superior collection results for our clients 
demonstrates our ability to implement successful training programs and develop 
effective personnel with one of the lowest turnover rates in the industry. 


Harris & Harris training is conducted in a guided classroom setting using coursework 
provided by the American Collector’s Association (ACA), supplemented by training 
materials developed internally from our extensive history in the industry. 


Initial Training 


Each new hire undergoes extensive FDCPA, FCRA, and Identity Theft / Red Flag Rules 
training, and must pass a written test to continue their employment. Our training 
sessions and monthly seminars stress the fact that each individual deserves to be 
treated with respect and dignity. We also stress that the account representatives apply a 
human touch to the collection effort by recognizing that each person is a unique 
individual. Collectors learn to identify and relate to each debtor’s specific situation, and 
work with the debtor to reach a positive resolution to their financial obligations. 


After completing the two-week basic training course, representatives then undergo 
additional client-specific training depending on the collection project to which they’ll be 
assigned. In these seminars, collection representatives learn about the client’s specific 
expectations, policies, culture, and the debtor population they’ll be contacting.  


Ongoing Training 


Harris & Harris is dedicated to ensuring that all employees are kept up-to-date on any 
changes in the industry. In addition to the standard new-hire training, Harris & Harris 
conducts company-wide training sessions that are offered on a monthly, quarterly or 
yearly basis. These can serve as refresher courses or disseminate new information. 
Recent sessions include: 


 Customer service and quality assurance 


 Client-specific procedures 


 The art of negotiation 


 Professionalism in the workplace 


 Team building exercises 
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 Conflict resolution 


 Understanding the debtor’s perspective 


 Mutual respect in the workplace 


 Harassment in the workplace 


Our ongoing training sessions are scheduled in advance and provide employees with an 
opportunity throughout the year to receive refresher training. The employee can request 
to participate in the sessions, or may be required to attend based on recommendations 
by their supervisor or manager. 


1.2.5 Additionally, under no circumstances shall vendors attempt to make collections by 
coercion or threats. Vendors may not hire outside counsel without notifying the State 
Controller’s Office. 


Harris & Harris has read, understands, and agrees to this requirement. Establishing 
friendly, collaborative relationships with debtors is the bedrock of our collection 
approach, and has resulted in notably higher recovery percentages and a much lower 
incidence of debtor complaints than most agencies in our field. At all levels of our 
organization, we are guided by this founding philosophy:  


 


From our distinctive and effective collaborative approach to debtor contact to our 
personalized, attentive client services team, every facet of our business is driven by the 
desire to deliver the highest-quality experience to debtors and clients alike. 


1.2.9 Awarded vendors will be responsible for renewing all judgments. 


Harris & Harris has read, understands, and agrees to this requirement. As a collection 
agency law firm, Harris & Harris has extensive understanding of the legal process, and 
can renew all judgments. 


1.2.10 Vendors must be willing to accept another vendor’s discontinued accounts as secondary 
referrals. 


Harris & Harris has read, understands, and agrees to this requirement. Harris & Harris 
will provide a secondary placement rate for any secondary accounts the State chooses 
to place with our firm.  
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1.2.11 Vendors will be responsible for professional quality, technical accuracy and timely 
completion and submission of all deliverables or services required to be provided under 
the contract. The vendor shall, without additional compensation, correct or revise any 
errors, omissions, or other deficiencies in its deliverables and other services. 


Harris & Harris has read, understands, and agrees to this requirement. Harris & Harris 
continually strives to meet and exceed our client’s quality protocol and expectations. We 
approach the quality assurance process in a structured and repetitious manner, enabling 
our organization to provide the State with impeccable debtor interactions in all areas of 
service and debtor contact. We have in place extensive reconciliation processes to 
ensure accurate data transmissions, and a complex system of checks and balances 
throughout our operational teams to assign tasks and verify completion of those tasks.  


Monitoring and Verifying Collection Activity 
Harris & Harris records 100% of all inbound and outbound calls, and can make these 
recordings available upon request from the State. Call recordings can be provided on 
compact disc, or can be transmitted in .wav format via encrypted channels.  


In order to maintain the highest standards of quality performance Harris & Harris 
conducts continuous self-assessments through our Continuous Recovery Improvement 
Process. Modeled after Continuous Process Improvement (CPI) programs in the 
automotive, aerospace, and defense industries, our Continuous Recovery Improvement 
Process (CRIP) assures the highest quality standards in all business processes at Harris 
& Harris. 


Work standards, once contractually agreed upon with the client, are implemented using 
sophisticated management monitoring and reporting procedures, which assure that 
client standards and corporate objectives are on track. 


Undertaking this disciplined, continuous self-assessment assures that Harris & Harris 
provides our clients the highest financial recovery while at the same providing their 
debtors with the highest standards of professional customer service. 


Continuous Improvement Methodology 


Harris & Harris has adopted a continuous improvement methodology aimed at ensuring 
our clients’ needs are met and surpassed in the most efficient manner possible. The call 
center team measures not only traditional metrics such as Call Arrival Patterns, AHT, 
ASA, Abandon Rates and other key performance indicators, but also looks at the 
relationships between these factors to determine if processes are in control and 
performing as designed. 


Interdependence of Quality and Training 


Monitoring for quality requires not only that we identify and address individual agent 
quality and performance issues, but that we also accurately analyze the source of quality 
issues and address them effectively through modification of our training program and 
curriculum. This strengthens our training program, because trainers are able to 
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anticipate common problems and address 
them early in the training process; the 
result is that each successive new 
employee is a more effective part of the 
team from day one. 


Auditing and Monitoring 


Harris & Harris uses account audits and 
call monitoring sessions to assure quality 
interaction with debtors. All agents are 
monitored daily and regular audits of 
account history and notes are conducted 
to verify consistency and quality. 
Supervisors are required to complete random monitoring sessions daily, in addition to 
scheduled appointments for side-by-side monitoring and coaching. 


In-House Random Monitoring 


In random monitoring, the supervisor is a silent witness on the call. The session is 
scored using a quality scoring form developed to address the specific criteria of each 
client. When a random monitoring session is completed, the supervisors will review the 
results with the agent, highlighting both positive and negative aspects, identifying areas 
for improvement, and discussing any training needs.  


To complete the session, both the agent and the supervisor sign off of the monitoring 
form, and it is added to the employee’s permanent file. Scores are recorded and can be 
compiled by agent, team or client for reporting purposes. 


Side-by Side Monitoring 


The supervisory staff also independently monitors agents. All supervisors complete a 
minimum number of side-by-side sessions daily. Each monitoring session is evaluated 
by the supervisor, using criteria based on the quality standards dictated by the client in 
combination with Harris & Harris’s own internal performance standards. After scoring, 
the results of the session are discussed with each Agent in a one-on-one review with the 
supervisor. If the monitoring score falls below minimum standards, an agreed-upon 
training program is facilitated. This additional attention could include mentoring, re-
training or additional side-by-side coaching. 


Ongoing Quality Assurance 


Harris & Harris continually strives to meet and exceed our client’s quality protocol and 
expectations. We approach the quality assurance process in a structured and repetitious 
manner, enabling our organization to provide clients with impeccable debtor interactions 
in all areas of service and debtor contact. Through remote and side-by-side monitoring 
by our staff of supervisors and team leads, improvement opportunities and remediation, 
if necessary, are addressed quickly and professionally. By also stressing the importance 
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of customer relationships, we continue to provide best-in-class quality to all of our clients 
and their debtors. 


Collector Scorecards 
For training and evaluation purposes, Harris & Harris utilizes a product called Encore 
Service Observer. This product provides a collection representative scorecard for each 
representative. This scorecard drills down on the collection representatives’ daily efforts, 
providing invaluable insight at a granular level of each representative’s strengths and 
weaknesses.  


Encore Service Observer features a robust reporting system that allows for intense 
collector evaluation. This reporting includes, but is not limited to, a listing of all incoming 
and outgoing telephone calls, duration of calls, number of calls, time of calls and 
collector IDs.  


This system works in conjunction with our call recording system, and will includes 
metrics on each representative, evaluating the extent to which the representative 
provided appropriate information, updated the account for proper follow up, suggested 
reasonable solutions, spent an appropriate amount of time on the telephone, and so 
forth. This electronic scorecard rates the representative’s overall performance and 
enables the management team to focus on trouble spots or to celebrate successes.  


The table below outlines the main key performance indicators (KPIs) that Harris & Harris 
uses to assess its employees. 


KPI  Description 


Knowledge of Work  How well does the employee know his or her job? Does 
the employee have the knowledge to successfully 
complete the duties and the responsibilities of the 
position? 


Quantity of Work  The employee’s rate of production is tracked hour by 
hour. This information is analyzed to make certain that 
the employee's rate of production adequate and 
compares favorably with standards and others that have 
the same job duties. Management will study the data to 
make certain that the employee displays an efficient use 
of time. 
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KPI  Description 


Quality of Work  Various factors are evaluated to study the quality of work 
of employees. These factors include but are not limited 
to: 


 Frequency of mistakes  


 Level of supervision required in order to ensure 
accuracy 


 Pride in all aspects of the job  
 Striving for excellence in all aspects of the job 


Initiative  Does employee volunteer for new assignments and 
responsibilities? Does the employee require a great deal 
of supervisory guidance regarding initiative? Does 
employee initiate new methods or techniques? 


Dependability / 
Responsibility 


Management will examine the following: does employee 
consistently fulfill responsibilities, how much follow‐up is 
required, how reliable is this employee? 


Quality of 
Interpersonal 
Relationships 


How does the employee interact with colleagues? Does 
the employee treat other employees with respect, dignity 
and tact? Does employee promote teamwork? Is 
employee cooperative with fellow employees and 
supervisors? 


Attendance  How often is employee absent or late? How does the 
employee's attendance record compare with average 
attendance? 


The formal performance evaluation system is designed to maintain or improve each 
employee's job satisfaction. Harris & Harris instructs its supervisors to maintain an active 
interest in the job progress and personal development of each of their direct reports.  


Supervisors assist in planning each employee's further training and development. They 
focus maximum attention on achievement of assigned duties, and document special 
talents, skills, and capabilities that might otherwise not be noticed or recognized. 


Each collection manager closely monitors their assigned collection unit. Reporting to the 
collection manager are floor managers, who are responsible for walking the collection 
floor to ensure adherence to our exacting standards, and provide instant assistance 
wherever needed. Floor managers are equipped with listening devices that can be 
silently connected to any telephone conversation of the collectors they monitor. 


Collection managers and their units meet daily to discuss issues and allow for any 
questions and feedback. Similarly, management teams meet regularly to discuss 
strategy and ways to improve performance. 
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Productivity Benchmarks 
Productivity benchmarks for our collection representatives are developed based on 
individual client performance goals. They include the following: 


 Total dollars collected by averages of 4, 8, & 12 week histories 


 Number of calls per day/week/month 


 Total of telephone talk time per day/week/month 


 Total number and dollars promised per day/week/month 


 Number of dollars received for postdated checks to be cashed in 0-60 days 


 Number of dollars received for postdated checks to be cashed after 60 days 


 Number and dollars in payment plans 


During implementation, we will work with the State to pinpoint specific metrics and 
performance targets for your dedicated collection team. 


1.2.12 For bankruptcy services, key personnel must have demonstrated experience. Vendors 
should provide a summary of experience for their key personnel who will be involved in 
providing services in bankruptcy.  


Harris & Harris has read, understands, and agrees to this modified requirement.  


Oversight of all bankruptcy matters related to this contract will be provided by Ms. Laura 
Carey, who has over 14 years of experience in the collection industry and is a Nevada 
Qualified Collection Manager. As Director of Legal Collections, Ms. Carey is responsible 
for overseeing the team that manages our bankruptcy services. A seasoned attorney 
who is well-versed in the particulars of bankruptcy law, and will oversee the bankruptcy 
services for the State. 


Assistance with in-state management of bankruptcy issues will be provided by our 
subcontractor, The Law Office of Brian D. Shapiro. The Law Firm is managed by Brian 
D. Shapiro, who has been practicing law in the field of creditor rights since 1995. Mr. 
Shapiro has more than 16 years of experience litigating bankruptcy and creditor’s rights 
issues. The Law Firm focuses on preserving and protecting creditor's rights and 
collection of debts in State Court, Federal Court, and in Bankruptcy Court. 


Additional details about Ms. Carey’s and Mr. Shapiro’s experience profiles can be found 
in our Key Personnel section, which begins on Page 10. 


1.2.13 Vendors must designate a lead attorney licensed to practice law with five (5) or more 
year’s litigation experience in Nevada courts. 


Harris & Harris has read, understands, and agrees to this requirement. We have 
established a subcontracting relationship with the Law Office of Brian D. Shapiro, LLC to 
support any in-state litigation on an as-needed basis. The Law Firm is managed by Brian 
D. Shapiro, who has been practicing law in the field of creditor rights since 1995. The 
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law firm consists of two attorneys, three legal assistants and a bookkeeper. The Law 
Firm focuses on preserving and protecting creditor's rights and collection of debts in 
State Court, Federal Court, and in Bankruptcy Court.  


1.2.18 Vendors agree to suspend action either temporarily or permanently on any account 
referred for collection upon notification of bankruptcy. Vendors must notify the 
Controller’s Office of any notice of bankruptcy received within five (5) business days. 
Vendors shall consult with the Controller’s Office and file a claim in the bankruptcy case 
following the appropriate bankruptcy regulations. 


Harris & Harris has read, understands, and agrees to this modified requirement. Harris & 
Harris will notify the Controller’s Office of any notice of bankruptcy received within five 
business days. Our bankruptcy processes have been described in detail beginning on 
Page 18.   


1.2.19 State agency accounts cannot be co-mingled. This means that a debt from one State 
agency cannot be combined with a debt from a different State agency for purposes of 
collection. Each State agency must reconcile its own accounts, including its own debts. 


Harris & Harris has read, understands, and agrees to this modified requirement. All State 
agency accounts will be kept separate from other State agency accounts. Harris & Harris 
acknowledges that each State agency will reconcile its own accounts, including its own 
debts.    


1.2.20 Awarded vendors shall designate a Collection Account Manager who will be responsible 
for the accounts referred under the debt collection contract(s). 


Harris & Harris has read, understands, and agrees to this requirement. Harris & Harris 
designates Sue Allen as the Collection Account Manager responsible for all State of 
Nevada accounts assigned to our firm. Ms. Allen’s professional profile can be found on 
Page 12. 


1.2.22 Vendors shall respond within three (3) business days to complaints or inquiries the 
Controller’s Office transmits to the vendor. 


Harris & Harris has read, understands, and agrees to this requirement. Establishing 
friendly, collaborative relationships with debtors is the bedrock of Harris & Harris’s 
collection approach, and has resulted in notably higher recovery percentages and a 
much lower incidence of debtor complaints than most agencies in our field. We take all 
complaints very seriously, and view them as an opportunity to further improve our 
processes and approach. Harris & Harris has a zero-tolerance approach to our 
collections. 


All complaints are tracked within our proprietary Customer Service Database (CSD). The 
CSD is a system designed to monitor and track complaints from the moment a complaint 
is lodged through its resolution. This powerful system produces reports that help our 
management teams identify and address problematic trends well before they reach a 
critical stage.CSD and call recording software enables us to extract any information and 
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send it electronically to our clients. 100% of our telephone calls, whether inbound or 
outbound, are record and are available in .wav format for your review. 


Harris & Harris Collection Representatives are trained to escalate telephone calls with 
debtors in a variety of instances. The debtor may simply have a question that the 
collector cannot answer or the debtor may be upset with the collection situation. The 
collector has several options to obtain assistance on these types of calls: 


 The call may be transferred to our Customer Service Department if the debtor’s 
issues would be better answered by a Customer Service Representative 


 The collector may request that a supervisor join the call 


 The collector may transfer the call to a supervisor 


Supervisors in turn may escalate a call to their manager by requesting that the manager 
join the call or by transferring the call. Harris & Harris will attempt to resolve debtor 
issues with the debtor directly without the need to involve the State’s staff. We realize 
that this is not always possible, and will modify our process to include any State-specific 
call escalation procedures. The collection unit dedicated to the State will be trained on 
this specific procedure, along with all other State-specific policies. 


After the issue has been resolved, Laurie Grounds, Collections Supervisor, will schedule 
a follow-up meeting with the representative to discuss the details of the encounter, and 
identify ways that the representative can improve performance and avoid future conflicts. 
Ms. Grounds reviews the nature of the complaint, and determines whether the 
representative requires additional training. 


If the complaint was of a particularly serious nature, David Harris, COO of Harris & 
Harris, will review the complaint and work with the State to ensure that the client is fully 
informed about the incident and the steps taken to successfully resolve the issue. Mr. 
Harris takes every complaint very seriously, and personally sits down with the 
representative to listen to the call recording to provide advice and develop strategies for 
future encounters. The ultimate goal of these meetings is to provide meaningful, 
actionable feedback to help the representative maintain positive, complaint-free 
interactions with the debtors they contact. Depending on the severity of the infraction, 
additional disciplinary measures are enforced, which can include additional side-by-side 
monitoring sessions, retraining seminars, or termination.  


We also keep the client fully informed of any such events, including the details of the 
encounter, the corrective actions taken, and the recording of the actual call. 


Harris & Harris tracks and documents all account activity, and records all calls, and we 
will provide all case and telephone records requested by the State in the course of 
investigating any debtor complaint. 


1.2.24 Awarded vendors shall be responsible to the Controller’s Office for any embezzlement, 
fraudulent, dishonest, vandalism, and malicious mischief act or acts by the a vendor and 
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its employees during the term of the contract. Awarded vendors shall guarantee the 
confidentiality, security and safety of all files, documents, computer files and other 
records pertaining to the Services. 


Harris & Harris has read, understands, and agrees to this requirement. Harris & Harris 
carries extensive insurance policies to protect ourselves and our clients in a broad range 
of scenarios, including generous umbrella and general liability policies that cover errors, 
omissions, and any fraudulent or malicious acts by employees.  


Security Measures 
Protecting the data entrusted to our care is a top priority at Harris & Harris. Security is 
enormously important to all of our clients, especially as incidents of hacking and identity 
theft continue to rise. Harris & Harris is committed to security at every level – 
administrative, informational, and physical – and we have in place robust policies and 
procedures to ensure the protection of our work force, our assets, and our client’s highly 
sensitive information.  


Harris & Harris secures and manages its data through our secure Cisco Networking 
environment. At the core of this infrastructure is the Cisco Adaptive Security Appliance. 
This mission-critical system includes core features such as a world-class firewall, a 
hardened network structure, VPN remote security, SSL encryption, intrusion prevention 
and detection, and advanced anti-spam/anti-virus/anti-phishing measures. 


Administrative Security 


Harris & Harris takes great measures to ensure the safety and security of all client data. 
Employees are not allowed to bring personal computers or other personal electronic 
devices to the workplace or connect them to electronic systems unless expressly 
permitted to do so by the Director of IT. Those devices include but are not limited to: 
desktop or laptop computers, USB memory sticks, iPods/iPhones/iPads or other MP3 
devices, external disk drives, CD/DVD burners, or other portable data storage devices. 


Collection personnel are equipped with computers that prevent the hookup of storage 
devices, USB, serial or parallel ports in order to prevent unauthorized duplication of 
information. Only authorized and necessary personnel are equipped with computers that 
have peripheral connectivity. Our operating system truncates drivers license numbers, 
social security numbers, credit card and bank accounts to the last four digits, thus 
preventing unauthorized access to private financial and identifying information. 


Additionally, Harris & Harris has partnered with Iron Mountain, the nation’s leading 
shredding and data destruction experts, to handle the proper disposal of all documents 
and media. Iron Mountain maintains seven secure shred bins at Harris & Harris. Each 
Monday, Iron Mountain representatives arrive at Harris & Harris to pick up the contents 
of the shred bins for secure destruction. A Harris & Harris employee escorts the Iron 
Mountain representatives to each shred bin to verify the contents are emptied. After the 
pickup is complete, the pickup log is signed by both the Harris & Harris employee and an 
Iron Mountain representative. A copy of the pickup log is kept on file. 
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Information Security 


Protecting the data of our clients is paramount at Harris & Harris. We maintain a robust 
Information Security Policy that defines the standards for logical security restricting 
access to programs, data and other information resources. Harris & Harris has also 
adopted a Red Flag policy detailed in the Employee Handbook, and all personnel must 
sign a form acknowledging acceptance of the policy. 


Privileged access rights to the AIX Operating System are approved by senior 
management. Primary logical access control to the AIX server is provided by security 
provisions of the AIX operating system, which includes access to data, programs, and 
system utilities. The system security level requires a unique user ID and password for 
sign-on.  


Password management controls at the network and operating system layers (e.g., 
minimum length, expiration requirements, complexity, etc.) have been implemented in 
compliance with corporate security standards. Access rights are removed or modified as 
necessary when employees change job functions.  


Application level security is provided by Columbia Ultimate, and is administered by the IT 
Department. System files, utilities, authorization lists, data files, and application 
programs are restricted through the user’s AIX profile. Users do not have update or 
delete access to sensitive files. Users are restricted by their user profiles to an initial 
program which directs them to the CUBS application. 


Physical Security 


We have implemented advanced physical security enhancements to protect client data 
and ensure the safety of our staff. During normal business hours, every employee is 
required to wear and display their employee photo key card. The key card is used to 
identify current employees and allows access to designated areas and prevent access to 
non-designated areas. These key cards are distributed at the time of hire and are 
deactivated at the time of the employee’s separation from Harris & Harris. 


The office doors in each suite are locked, and each employee must scan their key card 
in order to gain access. Each access is monitored and logged to identify any unusual 
trends. Specific reports are generated using the computer system by request of 
Management only. These reports can be requested for specific days, by employee 
information, and for specific suites as needed. 


Our call center also is equipped with state-of-the art video surveillance and motion 
detection throughout the entire facility. 


Access to the server room is controlled by biometrics (finger print reader) and key card 
entry. The access control unit will not unlock the door unless the finger print matches the 
authorized key card presented. Access to our payment processing suite is similarly 
secured by a biometric and key card reader, as well as additional video and motion-
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detecting devices. No employee is permitted to be alone or unsupervised in this section 
of our workspace at any time. 


In the course of non operation hours, all suites have an ADT alarm system set and 
locked dead bolt. When the night cleaning crew, maintenance crew, or an authorized 
Harris & Harris IT staff member is present in the suite, the door remains dead bolted at 
all times. 


All exterior doors remain closed and locked at all times. There are no exceptions for a 
door being propped opened. Every door must remain shut with the alarm set or dead 
bolt locked. All interior offices are locked and remain locked unless the cleaning service 
is cleaning that suite. 


Disaster Recovery and Business Continuity 
It is vital to our business processes that Harris & Harris maintain a robust disaster 
recovery and business continuity plan to ensure we can resume operations as quickly as 
possible following any event that hampers our ability to conduct normal business 
practices at our headquarters in Chicago.  


Our dedicated disaster recovery datacenter and workplace recovery suites are housed in 
an SAS 70 compliant facility, featuring 2N redundant power sources in a true Tier 3+ 
environment. Our datacenter is a hot site, housing mission-critical voice and data 
systems, while our workplace recovery suites consist of a fully-functional collection call 
center, administrative offices, and conference room. The facility is engineered with the 
highest level of redundancy, delivering a 99.999% uptime rate. Each system is 
supported by a fully independent emergency generator system and corresponding 
electrical feeds. Industry-leading cooling and fire-suppression systems are installed 
throughout, and the dedicated datacenter and workplace recovery call center suites are 
protected slab to roof with a minimum two-hour rating. 


Our site operates as a network access point with ultra-high bandwidth connectivity to the 
Internet, supporting multiple 10 Gb Ethernet and OC192+ fiber rings with 100% diverse 
carrier cross-connection and transport. All design/build specifications comply with or 
exceed a variety of industry standards, including those set forth by Uptime Institute, Inc. 
and NFPA , as well as LEEDS for maximum power efficiency.  


Physical security is ensured through a variety of measures, and is staffed and 
maintained 24 x 7 x 365. All access points throughout the facility are secured through 
multi-factor authentication and multi-tier security perimeter monitoring systems with 
video surveillance. Additional web-enabled remote video monitoring is enabled in the 
datacenter and workplace recovery call center suites. 
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1.2.33 Awarded vendors shall meet with the Controller’s Office within thirty (30) days of contract 
approval. The purpose of the meeting will be to establish an Implementation Plan and 
Performance Plan. The Plans shall include, at a minimum, the following: 


• Proposed operations start-up process, including a time-line schedule with dates and 
major milestones to be accomplished with associated performance measures. 


• Description for start-up process of the debt collection services. 


• Description of a potential expansion of debt collection services to support higher 
collection volumes.  


Harris & Harris has read, understands, and agrees to this requirement. Harris & Harris is 
distinguished from other firms by our highly structured implementation process, which is 
the result of decades of fine-tuning and ongoing refinement. Every person’s role is very 
clearly defined, and every phase of the implementation is marked by distinct milestones 
and goals. Our implementation plan serves as a roadmap to a successful launch, and 
has enabled us to deliver even the most sophisticated and complex programs to our 
clients on time and without issue.  


The pilot of the implementation phase is Ms. Nancy Jasinski, Implementation Manager. 
She has led the implementation for hundreds of clients over the span of her career, 
including numerous city, municipal, and county clients. She will be the primary point of 
contact during the implementation phase, coordinating communication between all 
required parties within Harris & Harris and the State’s staff. During implementation, 
Ms. Jasinski will collaborate with Ms. Allen, Mr. Brown, and Mr. Hazzard, utilizing all the 
tools at her disposal ensure a smooth implementation and on-time launch for the State. 


Ms. Jasinski pilots the implementation of new client collection programs from the 
moment the contract is signed until the final client sign-off of satisfaction. She functions 
as a liaison between the client and all internal departments, coordinating all aspects of 
addressing client needs. Her meticulous attention to detail and drive to succeed make 
her an exceptional implementation manager, as she is able to balance the nuances of 
each individual client’s program with grace and skill. 


The implementation team will adhere to a formal project management process, which 
includes:  


 Assignment of a dedicated project manager (Ms. Jasinski) 


 Establishment of a project timeline with designated milestones and signoff 


 Identification of business and system requirements 


 Regular project meetings and project status reporting 


 Documentation of processes and timelines 


 System and user testing 
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 Project transition plan 


 Stage gate approval 


 Final delivery and client sign-off 


Having successfully launched similar programs for other government agencies across 
the nation, Harris & Harris is fully confident in our ability to deliver the collection program 
sought by the State in a timely fashion.  


A sample implementation plan, which includes a Gantt chart and new client checklist, 
has been included as Appendix II-3. 


1.2.36 Awarded vendors may be requested to: 


1.2.36.1Attend briefings with individuals from the State Controller’s Office and other state 
agencies to discuss the status performance or what may be required to present written 
programmatic and fiscal status reports detailing work performed, recommendations, 
complaints and performance issues 


1.2.36.2Meet with individuals from the State Controller’s Office and other state agencies to 
gather information on past efforts, condition of files, current status of debts and recovery 
efforts on selected accounts. 


1.2.36.3Provide management consultation and professional advice to the State Controller’s 
Office on special focus areas regarding its approach to managing, integrating and 
coordinating activities relative to intercept or offset programs, litigation of debt collection, 
settlement procedures and bad debt write-offs. 


Harris & Harris has read, understands, and agrees to these requirements. There are two 
fundamental ways in which Harris & Harris will assist the State and prove to be an 
invaluable partner and consultant to the State Controller’s Office, maximizing the 
percentage of recovery of the State’s delinquent revenue claims:  


 Open lines of communication (reports, file updates, and regular in-person meetings) 


 Support of highly experienced, professional personnel 


The key personnel dedicated to the State’s program will maintain open channels of 
communication with State personnel throughout the life of the contract. Harris & Harris 
defines open communication as ensuring that we are providing the State with all 
necessary information about the State’s accounts and its debtors through all possible 
channels. First and foremost, we furnish the State with detailed, meaningful reports that 
provide statistics on the collection effort and allow us to pinpoint trends and calibrate our 
approach accordingly. The frequency and format of the reports are tailored to the 
specifications of the State, and are augmented by the numerous predefined and ad hoc 
reports that are available to authorized State representatives at any time through Client 
Access Web, our secure online access portal.  
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Secondly, we provide the State with daily file updates, so that the State sees all 
payments received, the most current debtor information, and other vital details. Lastly, 
we conduct regular meetings with the State’s key personnel, both in-person and via 
phone, during which we will review progress on the State’s portfolio, address any issues 
that need resolution, make recommendations for process improvements in any part of 
the collection approach, and otherwise ensure the State’s ongoing satisfaction with the 
collection effort.  


Harris & Harris offers the State of Nevada a team of experts who have years of 
experience collecting the kind of debt that will be referred by the State. We have on staff 
two Nevada Qualified Collection Managers, who will be overseeing the State’s collection 
program. Our key personnel collectively have more than 120 years of experience in this 
industry, and understand the nuances unique to collecting government debt and the best 
practices that have been applied in collection programs across the country.  


The key personnel assigned to the State’s collection program will review and evaluate all 
processes from implementation and beyond, including file transfers, invoices, and the 
overall collection techniques to ensure the State’s program operates at maximum 
effectiveness at all times. This vital, consultative support will ensure the State’s program 
exceeds the State’s performance expectations.  


Sue Allen, your Account Representative and a Nevada Qualified Collection Manager, 
along with Brent Brown, the Contract Administrator for this program, have worked 
together for years and with government agencies from all over the County. They, along 
with the team of key personnel described below, will work with each State agency to 
understand the agency’s collection needs and apply best practices to the State’s 
accounts to develop, improve, and adjust the collection strategy to meet the challenge of 
today’s ever-changing world and economy.  


1.2.38 At a minimum, the awarded vendors will provide the following:  


1.2.38.1Location services. In certain circumstances where due process notice is required by law 
prior to collection services, the Controller’s Office will request location services from the 
awarded vendor. 


Harris & Harris understands that, on a rare occasion, the Controller’s Office may require 
location services for an account that may or may not be referred for collection. In this 
situation, Harris & Harris can provide location services as needed. Harris & Harris 
acknowledges that any payment received from the debtor prior to account referral is not 
subject to collection fee.   


Additional details about our skip tracing and locating processes can be found on Page 4.  


1.2.38.6Forward to the State Controller’s Office and/or agency for verification any disputed or 
contested accounts and/or where an awarded vendor is not satisfied the debtor owes the 
liability or the debtor requested verification of the debt. The State Controller’s Office 
and/or agency will within five (5) business days verify the liability and notify awarded 
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vendors of its findings. During the verification process, awarded vendors will suspend 
any active contact with the debtor.  


Harris & Harris has read, understands, and agrees to this requirement. In some 
instances, State debtors may dispute an unpaid balance or request an explanation of 
their account balance. These disputes may be valid, or they may be an attempt by the 
debtor to further delay resolution. Either way, our representatives are trained to handle 
these disputes in a timely fashion while maintaining a high level of customer service. 


Upon receipt of a dispute over the telephone, the collection representative will first 
discuss the nature of the dispute with the debtor to fully understand the concern. The 
dispute is often resolved during the call and requires no additional information. In the 
event that the dispute requires further investigation, the debtor’s account is placed into a 
dispute queue. Our CUBS collection system automatically assigns the account to a client 
services representative who will take the necessary steps to resolve the dispute.  


The client services representative will contact the State, in the manner and format 
established during implementation, to obtain the necessary information to resolve the 
dispute. All information is documented and attached to the debtor’s account in our 
collection system and the account is transferred back to the collection representative. 


When a dispute is received in writing, our correspondence department documents the 
dispute in the collection system and transfers the account to a client services 
representative for resolution. 


1.2.38.8Ensure that all contact and correspondence with the debtor are performed in a 
courteous and considerate manner. The State Controller’s Office reserves the right to 
investigate and ultimately cancel a contract upon verification of repeated complaints. 


Harris & Harris has read, understands, and agrees to this requirement. We have built a 
reputation in this industry of a different approach to collections, one where we view 
debtors not as our adversary, but as a partner. Our representatives are trained to take a 
collaborative approach to debtor contact, regarding the debt owed as a problem to be 
solved together. This culture of respect permeates every level of our organization, and is 
the reason that Harris & Harris sees remarkably little turnover in our workforce, very few 
debtor complaints, and collection returns that exceed our clients’ expectations.  


All letters and telephone scripts are thoroughly vetted by our legal department to ensure 
absolute compliance with all applicable legislation, industry best practices, and Harris & 
Harris’s own high standards of quality debtor contact. Scripts and letters are clear, 
concise, and effective, and can be tailored to your exact specifications. 


Harris & Harris has a zero-tolerance policy for complaints, and addresses debtor 
concerns rapidly to ensure debtor satisfaction whenever possible. Please refer to 
Page 36 for a complete description of our approach to debtor complaints.  
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1.2.38.9Comply with all applicable federal and state general and special laws and regulations 
relating to debt collection services and the confidentiality and privacy of the personal 
information contained in debt collection accounts. The awarded vendors shall establish 
controls to preclude inadvertent or intentional disclosure of debtor information, and the 
use of debtor information for purposes other than specified under the contract. 


Harris & Harris has read, understands, and agrees to this requirement. Harris & Harris is 
fully compliant with all local, state, and federal laws governing debt collection, and 
adherent to industry best practices as set forth by professional organizations like ACA 
International. We ensure our business practices at every level of our firm operate well 
within the limitations established by applicable legislation, such as the FDCPA, FCRA, 
HIPAA, Gramm-Leach-Bliley, and the FTC’s Red Flag Rules, to name just a few. 
Additionally, we pledge total compliance with all applicable policies and procedures set 
forth by the State of Nevada, including Chapter 353C and Chapter 659 of the Nevada 
Revised Statutes.  


Protecting the data entrusted to our care is a top priority at Harris & Harris. Security is 
enormously important to all of our clients, especially as incidents of hacking and identity 
theft continue to rise. Harris & Harris is committed to security at every level – 
administrative, informational, and physical – and we have in place robust policies and 
procedures to ensure the protection of our work force, our assets, and our client’s highly 
sensitive information. Please refer to Page 38 for a detailed description of our data 
security and disaster recovery measures.  


1.2.38.12Awarded vendors shall provide a system to the Controller’s Office that will allow the 
Controller’s Office to monitor collection activities and histories. The system must permit 
the Controller’s Office to download reports with current information on the assigned 
accounts in order to track payments received or promised, track payment plans, track 
new account placements, view collector’s notes and activities, view current account 
status and history. The system must permit searches by:  


• date placed, 


• debtor name, 


• debtor number or client number, 


• status, 


• amount owed, 


• amount paid, and  


• date file last worked. 


Harris & Harris has read, understands, and agrees to this requirement. Client Access 
Web is our highly secure web portal through which authorized State personnel can track 
and review all aspects of the collection program.  
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Client Access Web Online 


The State’s reporting capabilities are further enhanced through the use of Client Access 
Web®, to which the State’s authorized representatives will have exclusive access to:  


 View activity of accounts placed 


 Generate and build custom reports 


 Run standard reports 


 Download, cancel, and audit accounts 


Each representative who is selected by the State to access Client Access Web® will be 
furnished with a unique user name and password to access this program and view your 
accounts online. Our Information Technology professionals will train authorized State 
staff to ensure your team enjoys the full functionality of the product. All information is 
secured behind the robust firewalls of our system. 


Client Access Web is a richly-featured tool that you can use to monitor all phases of the 
collection process, whether reviewing a single account’s history, reviewing collection 
representative notes, or analyzing debtor trends across your entire portfolio. Client 
Access Web offers you:  


 Intuitive interface  


 Fast access to information  


 Account lookup screen  


 Detailed account view  


 Ability to attach source document images 


 Account entry screen  


 Online payment acceptance module  


 Robust reporting including batch tracking  


 Dynamic ad hoc report builder  


 Enhanced data mining tools 


 Statistical reports by status, aging, amount, and other values 


The most exciting element of Client Access Web is the Report Builder. Client inventory 
reports, categorical reports or other custom compilations can be created in seconds 
through the use of your client portal. Sample screen shots of this application appear 
immediately below in Exhibits 2.3 – 2.6.  
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Exhibit 2.3 – Login Screen 


 


 


 
Exhibit 2.4 – Search Screen 
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Exhibit 2.5 – Reporting  


 
 
 
 


 


 
Exhibit 2.6 – Sample Report 


 


1.2.38.13Awarded vendors are responsible for initiating legal action against any debt owed to 
the State of Nevada if so instructed by the Controller’s Office. Vendors shall identify 
possible attachable assets, locate those assets, and then prepare the necessary 
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paperwork to actually execute on these assets. This includes repossession, 
garnishment, bank attachment, liens and other remedies according to normal rules and 
time frames. Vendors shall submit to the Controller’s Office a list of all judgments, 
bankruptcy claims, liens and garnishment filed by the vendor. 


Harris & Harris has read, understands, and agrees to this requirement. Our approach to 
litigation and other legal measures, such as garnishments, bank attachments, liens and 
other remedies can be found beginning on Page 7.  


1.2.38.14 Awarded vendors shall maintain a comprehensive system to report account status, 
collection statistics and other information as required by the Controller’s Office on a 
daily, monthly, and/or quarterly basis as set forth below. Additional reports may be 
required by the Controller’s Office. Vendors shall maintain confidentiality of all 
documents and information provided to them by the Controller’s Office. Vendors shall be 
flexible in accommodating program and report changes as required by the Controller’s 
Office. 


Harris & Harris has read, understands, and agrees to this requirement. Harris & Harris 
believes that the foundation of effective reporting is a robust collection platform, one that 
tracks all calls made, contact details, payment information. This extensive data 
repository enables Harris & Harris to provide our clients and management teams with 
information-rich, meaningful reports.  


Collection Platform and Reporting 
Every step of the collection process for every account referred to Harris & Harris is 
automatically documented in our robust collection system. All phone calls are recorded, 
all debtor contact – whether by phone or through letter – are tracked in detail, and every 
payment received includes in-depth information about the amount paid, the time of the 
transaction, the instrument used to make the payment, and all other vital information. All 
account activity is time- and date-stamped in real-time with ID codes that are unique to 
each user.  


To maintain this clear audit trail, we currently use the Columbia Ultimate Business 
System (CUBS®), considered one of the most robust collection platforms on the market 
today. 


We currently utilize the Columbia Ultimate Business System (CUBS®), considered one of 
the most robust collection platforms on the market today. CUBS® customers include 
hospitals, banks, government agencies, utilities, collection firms, and other monetary 
recovery companies. 


Notable features of CUBS® include: 


 100% call recording 


 Call training and evaluation 


 TouchStar Integrated Dialer 
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 TouchStar Integrated Interactive Instant Messenger 


 TouchStar Integrated Message Blaster 


 Online client access system 


 Interactive Voice Response (IVR) payment system 


 Caller ID capture server 


 Call accounting and statistical system 


 Skip tracing automation 


 Remote call monitoring 


 Metric Tracker statistical analysis tool 


CUBS monitors the progress made on each account placed with Harris & Harris to verify 
proper action is being taken. We have further customized CUBS with business rules to 
ensure that no account slips through the cracks. A transaction is logged each and every 
time that an account is touched in any way. These include but are not limited to: 


 inbound call 


 outbound call 


 letter sent 


 mail received 


 new information received from skip trace source 


 payment plan initiated 


 payment promised 


 promise broken 


 payment made 


Each of these transactions automatically triggers a new action. For example, if a call is 
made in the morning and the result was “no answer”, the system will automatically place 
the account in the queue to be called in a different time slot. Once we have exhausted 
our last possible phone number, the account will be returned to the skip trace pool to 
uncover updated information. 


These types of strategies are unique to each client and are adjusted through the life of 
the contract based on demographics, account scoring, and results.  


Harris & Harris has been utilizing CUBS® as our collection system software vendor for 
the last 20 years. Our IT staff and high-level administrative personnel have attended 
training classes at our facility as well as the corporate headquarters for CUBS®. The 
system is extremely flexible and scalable, and offers a robust suite of reporting tools. We 
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employ a dynamic team of onsite programmers who can write custom programs (with 
minimal turnaround time) to tailor CUBS® to specific client programs. 


Reporting 


Harris & Harris provides a suite of standard reports generated by a sophisticated 
reporting tool that can provide analytical breakdowns, customer analysis, and a variety 
of statistical reports. Furthermore, we can work with you during implementation to 
address any other client-specific reports you may require.  


Harris & Harris maintains an in-house Information Technology Department to service our 
clients’ needs. We customize reports to meet the varying reporting requirements of our 
client. During our implementation planning phase, we will work with the Courts’ staff to 
determine the format, timing, and distribution of reports. 


Common reports we provide to our clients include: 


 Gross number of accounts and dollars placed each month 


 Gross number of accounts and dollars placed year to date 


 Dollars collected and applied to the month the account was placed 


 Accumulative amount collected for the amount placed by month 


 Commission amount taken by month and year to date 


 Net recovery (total collected minus the commission amount) 


 Net recovery percentage  


Additionally, we have numerous ad hoc and custom reporting options available. Sample 
reports have been included with this response as Appendix II-4. 


1.2.38.17Awarded vendors must be able to receive and send Extensible Macro Language 
(XML) and/or Extensible Business Reporting Language (XBRL) documents from/to the 
Controller’s Office Debt Collection and Accounts Receivable System (DCARS) in order 
to receive information about assigned debt accounts, and to submit debt payment 
information and collection action histories back to the Controller’s Office. Vendors must 
be able to process the XML/XBRL debt information feed into their own information 
management system, and return reports in the same XML/XBRL format. 


Harris & Harris has read, understands, and agrees to this requirement. We currently 
process and generate files in XML format for a variety of clients. Our data transmission 
experts on staff generate custom programming to handle each client’s unique XML 
formatting and file requirements. File requirements are reviewed and the data elements 
are mapped to the CUBS collection system. The programming includes exception 
reporting and duplicate checking that will generate error reports in case of problems. 
Every program is thoroughly tested to validate requirements in the test environment prior 
to production launch.  
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SFTP File Transfer 
Once CUBS creates the required XML files, our AutoMate8 automation server picks up 
the file and delivers it to the appropriate client SFTP site based on a preset schedule per 
file type, or according to client preference. AutoMate8 allows us to script file handling 
procedures, and adds additional safeguards and alerts to verify the timely transfer of 
files. Our AutoMate8 server currently handles hundreds of files on a daily basis, both 
incoming and outgoing.  


If a failure is detected at any time, the job is programmed to automatically retry a 
designated number of times. If the transmission still fails, an email is generated to a 
predefined list of administrators. The ManageEngine Helpdesk software will then 
immediately generate a help ticket, which is assigned to a technician. These tickets are 
prioritized as critical and resolved within one business day. 


The diagram on the following page illustrates the basic flow chart of a typical data 
transmission.  
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Exhibit 2.7 – Data Update Process Workflow   
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APPENDIX II‐1: SAMPLE LETTERS 


Harris & Harris will tailor letters to meet the specific needs of each Nevada agency. 


 


As discussed within our proposal, Harris & Harris designs our letters specifically for each client 
based on the type of debt placement. The number, type, and frequency of letters sent is driven 
by a variety of factors, such as account score – accounts with a higher probability of paying will 
receive more letters than those with a lower likelihood of payment – or program-specific triggers, 
such as a missed payment. During our implementation planning sessions, we will jointly identify 
notices that will be required and develop them for your approval.  


We can also produce letters in other languages, if needed. 


In this section please find examples of the basic letters that we send for engagements of a 
similar size and scope as the one sought by the State of Nevada. 


 







 


Sample Letters: 
Government Collections  


 
 


 


INITIAL DEMAND LETTER 
 
The initial demand letter is sent to debtors shortly after an account is referred to Harris & Harris 
for collection. The account will have undergone our scrubbing, skip tracing, and scoring process 
prior to the first letter being sent. The letter contains clear information about the creditor, the 
amount due, and instructions for how to resolve or dispute the debt. It also contains additional 
details about the violations that have been referred to us for collection. 
 
We provide debtors with a wide range of payment options, which are explained on this letter.  
 
All accounts, regardless of score, receive an initial demand notice.  
 
 







 


 


Harris & Harris, Ltd. 
222 Merchandise Mart Plaza, Suite 1900 


Chicago, IL  60654 


312-555-1212 
August 15, 2010 


 612298841 
Jane Doe 
5678 Street 
Anytown, USA 99999 


00000001/ Creditor: The State 


History Number: 1234567 


Amount Due: $2,520.00 


 


THE STATE  
HAS PLACED YOUR ACCOUNT FOR COLLECTIONS 


 
Our collection agency has been retained to collect your past due violation(s) owed to the State. Please be advised that 
the State may notify our agency of additional fines and/or fees owing which may not be reflected within the balance of 
this notice. If this debt is not paid, our client may exercise various options to enforce collection activity. If eligible, this 
debt may be reported to the credit bureaus. Please respond accordingly. Harris & Harris, Ltd. is a collection agency.   
 


PLEASE TAKE ACTION: 


 PAY THIS DEBT   Mail your payment along with the coupon below 


 PAY BY PHONE  Call us at (877) 555-1212  


 PAY BY Credit Card, Western Union, or MoneyGram 


 PAY ONLINE by visiting www.[ClientSpecificWebsite].com 


 
Violation Description Violation Date Case Number Balance 


UNSAFE TURNING MOVEMENT 04/19/2009 876543210A $450.00
NO DRIVERS LICENSE 04/19/2009 876543210B $785.00
NO PROOF INSURANCE 04/19/2009 876543210C $1285.00


 
Please detach the payment stub and mail with your payment. 


 
Mail Return Processing Center 
P.O. Box 1249 
Bolingbroke, IL 6044-1249 


Creditor: The State 
History Number: 1234567 
Case Number: 876543210 
 
Amount Due: $2,520.00 


  


 
612298841 


Jane Doe 
5678 Street  
Anytown, USA 99999 
 


 
 
Remit Payment to:  
The State 
C/O Harris & Harris, Ltd.  
222 Merchandise Mart Plaza, Suite 1900  
Chicago, IL 60654


612298841 Harris & Harris, Ltd. 222 Merchandise Mart Plaza, Suite 1900, Chicago, IL 60654 PH: (877) 555-1212 ABC01


Phone numbers are dedicated to 
client‐specific collection programs.


All phone numbers are customized 
to each client, along with a 
dedicated client payment website 


Debt type information is fully 
customized to client preference 
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SECOND NOTICE 
 
If the initial demand letter and our first wave of telephone contact fails to produce any response 
from a debtor, we’ll then issue a second notice to the debtor. The language in this letter is more 
urgent than the initial demand notice. It also contains additional details about the violations that 
have been referred to us for collection.  
 
 
 
 
 
 







 


 


Harris & Harris, Ltd. 
222 Merchandise Mart Plaza, Suite 1900 


Chicago, IL  60654 


312-555-1212 
September 1, 2010 


 612298841 
Jane Doe 
5678 Street 
Anytown, USA 99999 


00000001/ Creditor: The State 


History Number: 1234567 


Amount Due: $2,520.00 


 


SECOND NOTICE 
Dear Jane Doe:  


We are concerned that you have ignored our requests for payment in full of your violation(s).  This is not something to 
ignore.  The  State has retained Harris & Harris to recover this debt, and has authorized us to report this debt to the credit 
bureaus.  


To protect your credit rating, please contact us today.  


PLEASE TAKE ACTION IMMEDIATELY: 
 PAY THIS DEBT   Mail your payment along with the coupon below 


 PAY BY PHONE  Call us at (877) 555-1212  


 PAY BY Credit Card, Western Union, or MoneyGram 


 PAY ONLINE by visiting www.[ClientSpecificWebsite].com 


 
Violation Description Violation Date Case Number Balance 


UNSAFE TURNING MOVEMENT 04/19/2009 876543210A $450.00
NO DRIVERS LICENSE 04/19/2009 876543210B $785.00
NO PROOF INSURANCE 04/19/2009 876543210C $1285.00


 


Please detach the payment stub and mail with your payment. 


 
Mail Return Processing Center 
P.O. Box 1249 
Bolingbroke, IL 6044-1249 


Creditor: The State 
History Number: 1234567 
Case Number: 876543210 
 
Amount Due: $2,520.00 


  


 
612298841 


Jane Doe 
5678 Street  
Anytown, USA 99999 
 


 
Remit Payment to:  
The State 
C/O Harris & Harris, Ltd.  
222 Merchandise Mart Plaza, Suite 1900  
Chicago, IL 60654 


 
612298841 Harris & Harris, Ltd. 222 Merchandise Mart Plaza, Suite 1900, Chicago, IL 60654 PH: (877) 555-1212 ABC02 


 


Debt type information is fully 
customized to client preference. 
Additional violations or debts can 
be listed on the reverse. 


Clients determine whether or not 
accounts receive a second notice, 
and the criteria an account must 
meet in order to receive a second 
notice.   
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CREDIT REPORT ALERT 
 
This letter explicitly warns the debtor that their account is on the verge of being reported to the 
three major credit bureaus (if so desired by the client). The possibility of a negative item 
appearing on their credit report is a powerful motivator for many debtors to resolve their 
account. 
 


 
 
 







 


 


Please see other side.


 
P.O. Box 5625 
Chicago, IL  60680-5625 


HARRIS & HARRIS, LTD 
222 Merchandise Mart Plaza, Suite 1900 


Chicago, IL  60654 
312-555-1212 


September 8, 2010 
 
 
612298841 


Jane Doe 
5678 Street 
Anytown, USA  


  
 
Creditor: The State 
Amount Due: $2,520.00 


CREDIT REPORT ALERT 


Creditor: THE STATE 
Amount Due: $2,520.00 
 
Dear Jane Doe:  
As you know, your past due debt owed to the State has been placed with our firm for collection.  


Since you have failed to respond to our previous notification, this debt may soon be reported to the 
credit bureaus as a delinquent collection item. Please act now by paying this debt in full to our 
office or by contacting our firm to make payment arrangements.  
 


CONTACT US IMMEDIATELY AT: (312) 555-1212  
 
Various payment options are available for your convenience  
 
 Mail your payment in the enclosed envelope 
 Pay us online at www.[ClientSpecificWebsite].com 
 Call our office for assistance to pay by telephone via:  


 
 


                                              


 
 
This is an attempt to collect a debt. Any information obtained will be used for that purpose. 
This communication is from a debt collector. Harris & Harris, Ltd., is a collection agency.  
 
 


 


Checks by telephone 
ACCEPTED


We can customize a website 
specifically for your program 


612298841 Harris & Harris, Ltd. 222 Merchandise Mart Plaza, Suite 1900, Chicago, IL 60654 PH: (877) 555-1212 ABC03A


We can report a delinquent 
account to any or all of the 
three credit bureaus, if 
allowable by client policy. 







 


 


P.O. Box 5598 
Chicago, IL 60680-5598 
 
 
 
September 8, 2010 


  
Credit Card Payment 
When paying with a credit card, please fill in the following information: 


Card 
No. 


                


 


$ Exp. 
Date 


   
-- 


   


Signature:        
 
 


By signing here I agree to the terms and conditions of this notice. 
 


612298841 


Jane Doe 
5678 Street 
Anytown, USA 


0000005/ Remit payment to:  
 
Harris & Harris, Ltd.  
222 Merchandise Mart Plaza, Suite 1900 
Chicago, IL 60654 
 
 
 


*** Detach and Return with Payment *** 
 
 
 
 
 


PLEASE SEE OTHER SIDE


612298841 Harris & Harris, Ltd. 222 Merchandise Mart Plaza, Suite 1900, Chicago, IL 60654 PH: (877) 555-1212 ABC03A
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PAYMENT PLAN AGREEMENT 
 
If a debtor agrees to a payment plan, he or she will receive the following notice, which details 
the exact terms of the agreement: the monthly payment amount, the number of payments that 
must be paid, and the due date.  


 


 


 


 







 


 


Harris & Harris, Ltd. 
222 Merchandise Mart Plaza, Suite 1900 


Chicago, IL  60654 


312-555-1212 
 
September 15, 2010 
 


Payment Plan Confirmation 
 


RE:  The State 
 Moving Violations 


Call Center Hours 
Mon-Thurs: 8am – 8pm  
Friday:  8am – 5pm 
Saturday:  8am – 12pm 


 
Current Balance Due:  $2,520.00 
Monthly Payment Amount: $420.00 
Number of Monthly Payments: 6 
First Payment Due Date: 10-01-2011 
 


Dear Jane Doe: 
 
Thank you for initiating a payment plan to resolve your unpaid violations owed to the  State. Our agency will 
mail you a payment reminder coupon in advance of your payment due date. Should you have any questions or 
have difficulty meeting these payment terms, please contact our office for assistance.  
 


To avoid further consequences during your payment plan, please read this section carefully.  


Please review the listing of violations provided within this notice to confirm that all of your unpaid 
violations have been included in your payment plan.  


1.  If you have any violations that are not included within this payment plan, these violations are subject to 
additional collection actions.  For a listing of your violations included in this payment plan, please see 
the reverse side of this letter.  


2.  If you believe you have additional violations that are not listed within this notice, please contact our 
office and we will assist you by finding any additional violations and adding these to your payment 
plan. 


3.  If you obtain any new violations, please contact our office and we will assist you by adding these 
violations to your payment plan. 


 


Please see the reverse side for a list of your violations. 
 
If you are in bankruptcy, do not consider this letter a demand for payment.  Please contact our office to provide 
us with necessary bankruptcy information.   


612298841 Harris & Harris, Ltd. 222 Merchandise Mart Plaza, Suite 1900, Chicago, IL 60654 PH: (877) 555-1212 ABC03


Terms of the payment plan 
agreement are clearly stated – 
amount due, payment amount, 
number of payments, and due 
date.    


Whether or not we accept 
payment plans, and the criteria of 
a payment plan program, are 
determined by the client and 
established during 
implementation.  







 


 


 
Violation Description Violation Date Case Number Balance 


UNSAFE TURNING MOVEMENT 04/19/2009 876543210A $450.00
NO DRIVERS LICENSE 04/19/2009 876543210B $785.00
NO PROOF INSURANCE 04/19/2009 876543210C $1285.00


 


 


612298841 Harris & Harris, Ltd. 222 Merchandise Mart Plaza, Suite 1900, Chicago, IL 60654 PH: (877) 555-1212 ABC03
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PAYMENT PLAN REMINDER 
 
Payment Plan Reminder notices are sent out approximately 10 days prior to the payment due 
date, if so desired by the client. Reminders are an effective way to ensure debtors’ compliance 
with the payment plan terms. .  
 
 
 
 







 


 


 


 
P.O. Box 5625 
Chicago, IL  60680-5625 


Harris & Harris, Ltd. 
222 Merchandise Mart Plaza, Suite 1900 


Chicago, IL  60654 
312-555-1212 


September 20, 2010 
  


HARR/61229824/ECPD1/ 


 
612298841 


Jane Doe 
5678 Street 
Anytown, USA 99999  


 
 
00000003/ 


Notice Number:  1234567 


 
Remit Payment to: 
 
Harris & Harris, Ltd. 
222 Merchandise Mart Plaza, Suite 1900 
Chicago, IL 60654 
 
 


** Please detach and insert this mailing coupon with your payment **  


 Payment Plan Reminder 
September 20, 2011 
 
 
Jane Doe 
5678 Street 
Anytown, USA 99999 
 


 
The State 
Moving Violations 
 
Payment Amount Due: $420.00  
Payment Due Date:  10/01/2011 
Balance Remaining:  $2,100.00 
 


 Notice Number 1234567 
Dear Jane Doe:  


You have received this payment reminder notice to assist you with your State payment plan related to 
moving violations. We have provided a mailing coupon at the top of this notice along with a payment 
envelope. Please detach the above payment coupon and mail it on or before 10/01/2011 with your 
scheduled payment in the amount of $420.00. 


Should you anticipate having difficulty making your payment in the amount of $420.00 by the deadline, 
please contact our office for assistance.  


If you receive any new violations or if you believe you have violations not included within this payment 
plan, please contact our office to have these violations added to your payment plan. If you are in 
bankruptcy, do not consider this letter a demand for payment. Please contact our office to provide us with 
the necessary bankruptcy information. 


YOUR PAYMENT OPTIONS ARE: 


o Mail a check to the address on the payment coupon above 


o Pay online at www.[ClientSpecificWebsite].com 


o Call our office at (877) 555-1212 to pay by telephone via 
 


                                              Checks by telephone 
ACCEPTED


Call Center Hours: 
Mon-Thurs: 8am – 8pm 
Friday:  8am – 5pm 
Saturday: 8am – 12pm


612298841 Harris & Harris, Ltd. 222 Merchandise Mart Plaza, Suite 1900, Chicago, IL 60654 PH: (877) 555-1212 ABC04







 


Sample Letters: 
Government Collections  


 
 


 


 


PAST DUE NOTICE 
 
If a debtor misses a payment plan payment, our collection platform will immediately trigger a 
past due notice to be sent to the debtor. Most missed payments are due to simple oversight on 
the part of the debtor, and this letter serves as a valuable reminder to the debtor that they 
should make a payment immediately to remain compliant with the terms of the agreement. The 
letter also warns debtors of the consequences of disregarding the payment plan.  
 
 
 
 
 
 
 







 


 


 
P.O. Box 5625 
Chicago, IL  60680-5625 


Harris & Harris, Ltd. 
222 Merchandise Mart Plaza, Suite 1900 


Chicago, IL  60654 
312-555-1212 


September 20, 2010 
  


HARR/61229824/ECPD1/ 


 
612298841 


Jane Doe 
5678 Street 
Anytown, USA 99999  


 
 
00000003/ 


Notice Number:  1234567 


 
Remit Payment to: 
 
Harris & Harris, Ltd. 
222 Merchandise Mart Plaza, Suite 1900 
Chicago, IL 60654 
 
 


*** Detach and Return with Payment *** 


Past Due Notice 
  


 Past Due Amount: $162.32 
September 20, 2011 
 
 
Jane Doe 
5678 Street 
Anytown, USA 99999 
 


The State 
Moving Violations 
 
Payment Amount Due: $420.00  
Payment Due Date:  10/01/2011 
Balance Remaining:  $2,100.00 
 


 Notice Number 1234567 


Dear Jane Doe:  


Please be advised that your payment plan is now past due. If you are having financial difficulty and you 
are unable to pay $420.00 at this time, please contact our office for assistance. We are able to adjust your 
payment schedule to help you avoid default. Please call (877) 555-1212 today. 


It is important to maintain your payment plan in good standing to avoid additional fines and/or a 
negative item on your credit report. 


At this time we are requesting payment in the amount of $420.00 to bring your payment plan current. 


YOUR PAYMENT OPTIONS ARE: 


o Mail a check to the address on the payment coupon above 


o Pay online at www.[ClientSpecificWebsite].com 


o Call our office at (877) 555-1212 to pay by telephone via 
 


                                              
If you are in bankruptcy, do not consider this letter a demand for payment. Please contact our office to provide 
us with the necessary bankruptcy information. 


Checks by telephone 
ACCEPTED


Call Center Hours: 
Mon-Thurs: 8am – 8pm 
Friday:  8am – 5pm 
Saturday: 8am – 12pm 


Whether or not missed payments 
can trigger additional fines or 
other consequences is determined 
by each state agency.  


612298841 Harris & Harris, Ltd. 222 Merchandise Mart Plaza, Suite 1900, Chicago, IL 60654 PH: (877) 555-1212 ABC05







 


Sample Letters: 
Government Collections  


 
 


 


 


PAYMENT PLAN CANCELLATION 
 
If a debtor repeatedly breaches the terms of the payment plan, the agreement will be cancelled 
and we will immediately resume standard collection activities. The cancellation notice requests 
payment in full from the debtor, and alerts the debtor to other consequences they may face, 
such as a negative item on their credit report and/or additional fees. These consequences are 
determined by each state agency. 
   
 
 
 


 


 







 


 


 
P.O. Box 5625 
Chicago, IL  60680-5625 


Harris & Harris, Ltd. 
222 Merchandise Mart Plaza, Suite 1900 


Chicago, IL  60654 
312-555-1212 


October 30, 2010 
  


HARR/61229824/ECPD1/ 


 
612298841 


Jane Doe 
5678 Street 
Anytown, USA 99999  


 
 
00000003/ 


Notice Number:  1234567 


 
Remit Payment to: 
 
Harris & Harris, Ltd. 
222 Merchandise Mart Plaza, Suite 1900 
Chicago, IL 60654 
 
 


** Detach and Return with Payment *** 


 


Notice of Payment Plan Cancellation  
 
The State 
Moving Violations 
 
Amount Due: $2,520.00 
 


To protect your credit score, send your balance in full today. 
 


Dear Jane Doe:  


Please be advised that your payment plan with our agency has been cancelled since your required payment to keep 
your payment plan from defaulting has not been received as agreed. 


 


SINCE THE ABOVE REQUIREMENTS HAVE NOT BEEN SATISFIED AS AGREED: 


 Your account may be reported to the credit bureaus 


 The State has assessed a $100.00 payment plan default fee. 
 


Should you feel you may have received this letter in error, please contact our office immediately. 


 


If you are in bankruptcy, please do not consider this letter a demand for payment. Please contact our office to 
provide us with the necessary bankruptcy information. 


 


 
 


The consequences of payment 
plan cancellation are determined 
by each state agency.   


612298841 Harris & Harris, Ltd. 222 Merchandise Mart Plaza, Suite 1900, Chicago, IL 60654 PH: (877) 555-1212 ABC06
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Appendix II‐2: Sample Script 
April 12, 2012


 
 


APPENDIX II‐2: SAMPLE TELEPHONE SCRIPT 


All debtor interaction is respectful, constructive,  
and designed to reach a positive resolution. 


 


Our phone scripts have been carefully constructed to ensure your debtors receive the highest-
quality interactions at all times. Our representatives have received extensive training to 
approach debtor contact with compassion and respect, and with the utmost sensitivity to the 
often difficult situations debtors may be facing.   


Please note that this script is a sample script only, and we will work closely with the State to 
customize this and any other script during implementation to meet the State’s exact policies and 
expectations.  


 







 
 


 


Harris & Harris 


Sample Call Scripts 


 
  	







 
 


The	Seven	Steps	of	a	Collection	Call	
Below are the seven steps of a collection call. These steps are a guide to help you navigate through a collection call.  


STEP	#1	‐	Identify	the	Debtor	
When asking to speak with the debtor ask for them by first name. After that, verify that the person you are speaking to 
has the same first and last name as the account. 


STEP	#2	‐	Compliance	
You must state your name or alias, where you are calling from, who you are calling on behalf of. Then ask the debtor to 
verify either their DOB or last four of their Social Security Number. Lastly, state the Mini Miranda and the Call Recording 
Statement. 


STEP	#3	‐	Ask	for	PIF	
Ask the debtor how they will be taking care of the balance on their account. 


STEP	#4	‐	Pause	
After asking for resolution you must pause to hear the debtor’s response. 


STEP	#5	‐	Determine	Payment	Solution	
During this step you will offer the debtor solutions on how they can pay the balance on the account. 


STEP	#6	‐	Close	the	Call	
To close the call you will verify the arrangement agreed upon and verify all telephone numbers on file as a good number 


to reach the debtor at, the address on file, their place of employment and any other telephone numbers where we may 


reach the debtor. 


STEP	#7	‐	Update	the	File	
Lastly you must notate the file and state all the facts that took place while on the call. Do not state personal opinions 


when notating a file, just state the facts. 


  	







 
 


Sample	Talk‐Off	Scripts	
STEP #1 
Identify the Debtor 
 


 Collector: Hello, may I please speak to (Debtor’s First Name)? 


 Debtor: Speaking. 


 Collector: Is this (Debtor’s First and Last Name)? 


 Debtor: Yes. 
 
 


 


STEP #2  
Compliance 
 


 Collector: Hello, (Mr./Mrs. Debtor’s Last Name). My name is 
(Your First Name/Alias); I am calling from Harris & Harris on 
behalf of (Client’s Name). For your protection can I have either 
your DOB or the last four digits of your Social Security Number? 
We are required to inform you that this call may be monitored 
or recorded for training and quality assurance. This is an 
attempt to collect a debt, from a debt collector and any 
information obtained will be used for that purpose. 


 
 


 


STEP #3 
Ask for PIF 
 
 


 Collector: I am calling regarding your delinquent account with 
Client Name in the amount of $XX.00. You can pay this debt at 
no additional cost by mailing in your payment. I can however 
also take your payment over the phone right now. Are you able 
to pay the balance in full at this time? 
 
 


 


STEP #4  
Pause 
 


 After asking for PIF you must pause to hear the debtor’s 
response. 


 If the debtor is able to PIF then move to the Payment Script. 


 If the debtor IS NOT able to PIF then proceed to Step #5. 
 
 


 


STEP #5 
Determine Payment 
Solution 
 


 Collector: Since you are unable to pay the account in full at this 
time let me help you determine the best possible payment 
solution. 


 
 Ask the following probing questions to determine whether the 


debtor is stalling or objecting to pay the account. 


 Collector: Where are you currently employed?  


 Collector: Where is your spouse employed? 


 Collector: Are you paid weekly or bi‐weekly? 


 Collector: Is this Friday or next Friday your payday? 


 Collector: Do you receive any assistance, unemployment or 
government assistance? 


 


 Follow the ladder below to set up the account on a Payment 
Arrangement: 


 Collector: How close can you come to the balance today? 


 2‐Part Payment Plan: Divide the balance into 2 payments. 


 3‐Part Payment Plan: Divide the balance into 3 payments. 


 Weekly/Bi‐Weekly Payment Plan: Ask the debtor when 
their pay days are and set up payments on those dates. 


 Standard Payment Plan (XPS) 
 Regular SIF Plan 
 Hardship SIF Plan 


 


 


Never give out SSN, 


DOB or any other 


confidential details. 


Always ask for the 


information.


If unable to meet 


Payment Options 


transfer call to 


Payment Specialist if 


applicable.







 
 


 Collector: Since you are unable to meet our Payment 
Options I would like to transfer you to a Payment Specialist. 
Is that okay? 


 
Payment Specialist 


 If the debtor is unable to agree to a Payment Arrangement, 
suggest the following Money Sources: 


 Defer a car payment 


 Borrow against a 401K 


 Borrow the money from a friend or family relative 


 Garage Sale 


 Refinance a mortgage  


 Line of Credit 


 Life Insurance Policy 


 Church 


 Payment Specialist: I understand you cannot commit to paying 
now. I’d like you to review what options you might have and call 
me back. Would you like my number to call me back? 


 
 


Step #6  
Close the Call 


 Here is where you will verify all the debtor’s information that is 
on file. 


 Collector: (Debtor’s Name) I just need to verify we have all 
of your correct information on file. 


 Collector: Do you have cell phone number? 


 Collector: Is this the best number to reach you at? 


 Collector: Are there any other telephone numbers that we 
may contact you at? 


 Collector: What is your current address? 


 Collector: What is the name of your employer (this may not 
be applicable). 


 Collector: Lastly reiterate any arrangement that you and 
the debtor agreed upon. 


 
 


 


Step #7  
Update the File 


 When updating the file you must include the following in your 
notes: 


 Who you spoke to 


 Where you contacted them at (Ex. Home, Work, Cell, etc.) 


 Result of conversation 


 Commitment – Notate arrangement and terms of 
arrangement. 


 Non‐Commitment – Notate why they debtor was unable 
to commit. 
 
 
 


 







 
 


Payment Script   Collector: We can process you payment immediately today using 
a Check, Credit Card or Debit Card. Which would you prefer? 
 


 Mailing In Payment 


 Collector: Let me give you the information that is required 
for payment. Do you have a pen and paper? 


 Collector: (Mr. /Mrs. Debtor’s Last Name) your account 
number is (State Debtor’s Account Number with Harris & 
Harris).  


 Collector: Lastly I need to give you our mailing address 
which is 222 Merchandise Plaza, Suite 1900, Chicago, IL, 
60654.  If you have any questions please feel free to reach 
me at #312‐GROUP# and (Your Extension). 


 Collector: (Mr. /Mrs. Debtor’s Last Name) to make sure I 
gave you the information correctly can you please repeat 
back to me the information I gave you? 


**Now go back to Step #6** 
 


 Check by Phone 


 Collector: (Mr. /Mrs. Debtor’s Last Name) can you please 
read the name as it appears on the check? 


 Collector: Can you please read your address as it appears on 
the check? 


 Collector: Can you please read your routing and account 
number on the bottom of you check, from left to right? 


 Collector: What check number will you be using today? 


 Collector: At this point verify all information on the Banking 
Information Screen. 


 Collector: I would like to confirm this transaction with you 
prior to processing it. (Mr. /Mrs. Debtor’s Last Name) there 
will be a $9.95 processing fee to take your payment by 
phone. The total amount of the check will be for $XXX.XX. 
May I process your payment? 


 Collector: You may now void that check number and please 
allow 3‐5 Business Days for processing from the date of the 
check. 


**Now go back to Step #6** 
 


 Credit/Debit Card by Phone 


 Collector: (Mr. /Mrs. Debtor’s Last Name) can you please 
read the name on it appears on the card? 


 Collector: Please read the card number in sets of four. 


 Collector: The expiration date? 


 Collector: On the back of your card there is a 3‐digit code. 
Can you please read that to me? 


 Collector: (Mr. /Mrs. Debtor’s Last Name) what is the Billing 
Address associated with this card? 


 Collector: I would like to confirm this transaction with you 
prior to processing it. (Mr. /Mrs. Debtor’s Last Name) there 
will be a $9.95 processing fee to take your payment by 
phone. The total amount of the payment will be for 
$XXX.XX. May I process your payment? 


**Now go back to Step #6** 
 


 


 


If the name on the Check is 


different than the name of 


the person we are speaking 


to you must have permission 


from the other party to 


process the check.


If the name on the Card is 


different than the name of 


the person we are speaking 


to you must have permission 


from the other party to 


process the check.


Note: If the debtor refuses 


the $9.95 fee then proceed 


with a $4.95 fee. If the 


debtor is still refusing 


negotiate down and if end 


result is waiving the fee you 


must seek Management 


Approval. 
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APPENDIX II‐3: IMPLEMENTATION DOCUMENTS 


Harris & Harris can deliver the collection program sought by the State of Nevada. 


 


As discussed within our proposal, Harris & Harris has implemented numerous collection 
programs of a similar size and scope as the one sought by the State. We understand every 
facet of a statewide collection implementation, and have the resources and know-how to ensure 
a smooth project launch.  


We have included a Gantt chart, depicting the timeline of a typical program implementation, as 
well as a standard new client implementation checklist. Both of these documents will be 
customized to the State’s specific needs upon award of contract.  


 


 







ID Task Name Duration Start Finish


1 Harris & Harris Sample Implementation Plan 50 days Mon 7/25/11 Fri 9/30/11


2 Contract Compliance Review  (Compliance Attorney) 11 days Mon 7/25/11 Mon 8/8/11


3 Statutory Review 3 days Mon 7/25/11 Wed 7/27/11


4 License, Bonding, Insurance Review 3 days Mon 7/25/11 Wed 7/27/11


5 License, Bonds in place 2 days Mon 7/25/11 Tue 7/26/11


6 Obtain certificates of insurance 2 days Mon 7/25/11 Tue 7/26/11


7 Identify client contact for insurance and remit 1 day Wed 7/27/11 Wed 7/27/11


8 Contract Terms and Conditions Review 3 days Mon 7/25/11 Wed 7/27/11


9 Contract and Purchase Order Executed 11 days Mon 7/25/11 Mon 8/8/11


10 Client Kick Off  (Implementation Manager) 19 days Mon 7/25/11 Thu 8/18/11


11 Develop initial project plan 11 days Mon 7/25/11 Mon 8/8/11


12 Initial meeting 1 day Mon 8/8/11 Mon 8/8/11


13 Additional questions/follow up from HH to client 3 days Tue 8/9/11 Thu 8/11/11


14 Answers from client to HH 2 days Fri 8/12/11 Mon 8/15/11


15 Establish weekly implementation meetings 1 day Mon 8/8/11 Mon 8/8/11


16 Develop final project plan 3 days Tue 8/16/11 Thu 8/18/11


17 New Client Set Up (Nancy Jasinski) 21 days Mon 7/25/11 Mon 8/22/11


18 Set Expected Start Date 1 day Mon 7/25/11 Mon 7/25/11


19 Identify key contacts 11 days Mon 7/25/11 Mon 8/8/11


20 Establish internal client number(s) 2 days Mon 8/8/11 Tue 8/9/11


21 Establish telephone numbers 2 days Mon 8/8/11 Tue 8/9/11


22 Set up client on internal systems 9 days Wed 8/10/11 Mon 8/22/11


23 Staffing and Training (Human Resources) 33 days Mon 8/8/11 Wed 9/21/11


24 Assign client services staff 1 day Wed 8/10/11 Wed 8/10/11


25 Assign collection staff 5 days Mon 8/8/11 Fri 8/12/11


26 Recruit additional resources as required 10 days Mon 8/8/11 Fri 8/19/11


27 New hire training for additional resources 20 days Mon 8/22/11 Fri 9/16/11


28 Client specific training for ALL assigned staff 3 days Mon 9/19/11 Wed 9/21/11


29 Information Technology (IT Director) 45 days Wed 7/27/11 Tue 9/27/11


30 File Layouts-Data Exchange 15 days Wed 7/27/11 Tue 8/16/11


31 Obtain File Layout 3 days Wed 7/27/11 Fri 7/29/11


32 Obtain Test Record(s) with file layout 5 days Mon 8/8/11 Fri 8/12/11


33 Establish data exchange policies and procedures 5 days Wed 8/10/11 Tue 8/16/11


34 Determine FTP hosting 3 days Wed 8/10/11 Fri 8/12/11


35 Client to HH new placements, updates, payments 5 days Wed 8/10/11 Tue 8/16/11


36 HH to client updates 5 days Wed 8/10/11 Tue 8/16/11


37 Reconciliation procedures and schedules 5 days Wed 8/10/11 Tue 8/16/11


38 Program development 15 days Mon 8/15/11 Fri 9/2/11


39 Placement File 15 days Mon 8/15/11 Fri 9/2/11


40 Payment and/or Adjustment File 15 days Mon 8/15/11 Fri 9/2/11


41 Cancel/Return Files (frequency & Strategy) 15 days Mon 8/15/11 Fri 9/2/11


42 Remit Files (Frequency & Timing) 15 days Mon 8/15/11 Fri 9/2/11


43 Update Files (demographic changes) 15 days Mon 8/15/11 Fri 9/2/11


44 Miscellaneous Files (client note exchange, PP Information) 15 days Mon 8/15/11 Fri 9/2/11


45 Letter series programming 15 days Mon 8/15/11 Fri 9/2/11


46 Testing 25 days Wed 8/24/11 Tue 9/27/11


47 Testing Plan 4 days Wed 8/24/11 Mon 8/29/11


48 Submit testing plan 1 day Wed 8/24/11 Wed 8/24/11


49 Obtain client approval of testing plan 3 days Thu 8/25/11 Mon 8/29/11


50 Initial Test 13 days Tue 8/30/11 Thu 9/15/11


51 Test Data Transport Connectivity 4 days Tue 8/30/11 Fri 9/2/11


52 Load Test Accounts into CUBS 3 days Mon 9/5/11 Wed 9/7/11


53 Test Client Payments 6 days Thu 9/8/11 Thu 9/15/11


54 Test Updates (Demographics) 6 days Thu 9/8/11 Thu 9/15/11


55 Test Balance Updates 6 days Thu 9/8/11 Thu 9/15/11


56 Test Recalls 6 days Thu 9/8/11 Thu 9/15/11


57 Generate Acknowledgement 6 days Thu 9/8/11 Thu 9/15/11


58 Generate Payment File 6 days Thu 9/8/11 Thu 9/15/11


59 Generate Close File 6 days Thu 9/8/11 Thu 9/15/11


60 Production file test 8 days Fri 9/16/11 Tue 9/27/11


7/25


8/8


8/16


8/24
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Project: Gantt chart
Date: Mon 5/16/11







ID Task Name Duration Start Finish


61 Obtain production file(s) 1 day Fri 9/16/11 Fri 9/16/11


62 Load production file(s) 2 days Mon 9/19/11 Tue 9/20/11


63 Reconcile from production test run 4 days Wed 9/21/11 Mon 9/26/11


64 Sign off as tested 1 day Tue 9/27/11 Tue 9/27/11


65 Identify Reporting---Set schedule for uploads, downloads 8 days Mon 8/15/11 Wed 8/24/11


66 Acknowledgements 5 days Mon 8/15/11 Fri 8/19/11


67 Determine acknowledgement recipient (name and address) 5 days Mon 8/15/11 Fri 8/19/11


68 Determine format 5 days Mon 8/15/11 Fri 8/19/11


69 E-mail or standard mail 5 days Mon 8/15/11 Fri 8/19/11


70 Additional Reporting Requirements 8 days Mon 8/15/11 Wed 8/24/11


71 History Reports 8 days Mon 8/15/11 Wed 8/24/11


72 Cancel/Return Reports 8 days Mon 8/15/11 Wed 8/24/11


73 Weekly or Monthly Production Reporting 8 days Mon 8/15/11 Wed 8/24/11


74 Inventory report 8 days Mon 8/15/11 Wed 8/24/11


75 Payment Plans 8 days Mon 8/15/11 Wed 8/24/11


76 Gross Collections 8 days Mon 8/15/11 Wed 8/24/11


77 Other 8 days Mon 8/15/11 Wed 8/24/11


78 CUBS set up 10 days Mon 8/15/11 Fri 8/26/11


79 Client name and address 10 days Mon 8/15/11 Fri 8/26/11


80 Client contact person 10 days Mon 8/15/11 Fri 8/26/11


81 Collection Desk Setup 10 days Mon 8/15/11 Fri 8/26/11


82 Telephone/Dialer System Setup 15 days Mon 8/22/11 Fri 9/9/11


83 Outbound button on phone for collector display with proper client 15 days Mon 8/22/11 Fri 9/9/11


84 Auto attendant setup  Skill/VDN Call Routing/FOT/ 15 days Mon 8/22/11 Fri 9/9/11


85 LCD Display- Collection Representative 15 days Mon 8/22/11 Fri 9/9/11


86 Whisper announcements & LCD Display 15 days Mon 8/22/11 Fri 9/9/11


87 TouchStar 15 days Mon 8/22/11 Fri 9/9/11


88 Avaya 15 days Mon 8/22/11 Fri 9/9/11


89 Client System Access (For H&H Staff if allowed) 16 days Mon 8/22/11 Mon 9/12/11


90 Seek permission for system connection 4 days Mon 8/22/11 Thu 8/25/11


91 User Setup Info collected and passed to Client 1 day Fri 8/26/11 Fri 8/26/11


92 Obtain usernames and passwords from client 6 days Mon 8/29/11 Mon 9/5/11


93 Test system access for each user 5 days Tue 9/6/11 Mon 9/12/11


94 Interactive Messaging 10 days Mon 8/22/11 Fri 9/2/11


95 Determine if stand-alone, or shared 10 days Mon 8/22/11 Fri 9/2/11


96 Display client specific or generic caller id 10 days Mon 8/22/11 Fri 9/2/11


97 Determine if need unique phone # for leaving messages 10 days Mon 8/22/11 Fri 9/2/11


98 Client Access Web 10 days Mon 8/29/11 Fri 9/9/11


99 Setup client on CAW 2 days Mon 8/29/11 Tue 8/30/11


100 Determine access permission levels for Client 1 day Wed 8/31/11 Wed 8/31/11


101 Setup username and passwords for client 3 days Thu 9/1/11 Mon 9/5/11


102 Test CAW for each client user 4 days Tue 9/6/11 Fri 9/9/11


103 IT Operations 9 days Mon 8/29/11 Thu 9/8/11


104 Has the client name been added to Helpdesk? 9 days Mon 8/29/11 Thu 9/8/11


105 Has the operations person been identified? 9 days Mon 8/29/11 Thu 9/8/11


106 Have procedures been created? 9 days Mon 8/29/11 Thu 9/8/11


107 Have the tasks been added to Task Manager 9 days Mon 8/29/11 Thu 9/8/11


108 Account Management (COO) 17 days Mon 8/15/11 Tue 9/6/11


109 Letter/Notice Series Development 17 days Mon 8/15/11 Tue 9/6/11


110 Establish Strategies 12 days Mon 8/15/11 Tue 8/30/11


111 Create letters if custom (determine required info) 7 days Mon 8/15/11 Tue 8/23/11


112 Obtain letter approval from compliance attorney 4 days Wed 8/24/11 Mon 8/29/11


113 Obtain letter approval from client 5 days Tue 8/30/11 Mon 9/5/11


114 Confirm the letters have been set live into production at the letter vendor 1 day Tue 9/6/11 Tue 9/6/11


115 Assign collection desk strategy 7 days Mon 8/15/11 Tue 8/23/11


116 Determine skiptracing criteria 7 days Mon 8/15/11 Tue 8/23/11


117 Initial Work Strategy Development 10 days Mon 8/15/11 Fri 8/26/11


118 Settlement policies/guidelines 10 days Mon 8/15/11 Fri 8/26/11


119 Payment plan policies 10 days Mon 8/15/11 Fri 8/26/11


120 Recall policies 10 days Mon 8/15/11 Fri 8/26/11


121 Credit bureau reporting guidelines 10 days Mon 8/15/11 Fri 8/26/11
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ID Task Name Duration Start Finish


122 Dispute/validation of debt policies and procedures 10 days Mon 8/15/11 Fri 8/26/11


123 Bankruptcy policies and procedures 10 days Mon 8/15/11 Fri 8/26/11


124 Deceased policies and procedures 10 days Mon 8/15/11 Fri 8/26/11


125 Litigation recommendation policies and procedures 10 days Mon 8/15/11 Fri 8/26/11


126 Accounting and Finance (CFO) 30 days Wed 8/10/11 Tue 9/20/11


127 Statement set up 4 days Wed 8/10/11 Mon 8/15/11


128 Determine statement recipient (name and address) 4 days Wed 8/10/11 Mon 8/15/11


129 Weekly or Monthly 4 days Wed 8/10/11 Mon 8/15/11


130 Mail, ACH or wire transfers (if remitting) 4 days Wed 8/10/11 Mon 8/15/11


131 E-mail copy of statements (Y/N) 4 days Wed 8/10/11 Mon 8/15/11


132 Special statement requirements per client? 4 days Wed 8/10/11 Mon 8/15/11


133 Test Accuracy of Statement 3 days Fri 9/16/11 Tue 9/20/11


134 Quality Control (Pre-Launch) (Implemetantation Manager) 10 days Mon 9/12/11 Fri 9/23/11


135 Client Services introduced to client 3 days Mon 9/12/11 Wed 9/14/11


136 Final quality control 5 days Mon 9/19/11 Fri 9/23/11


137 Letters 5 days Mon 9/19/11 Fri 9/23/11


138 Skip trace procedures 5 days Mon 9/19/11 Fri 9/23/11


139 Reports 5 days Mon 9/19/11 Fri 9/23/11


140 Client Launch Process (Client Relationship Manager) 6 days Fri 9/23/11 Fri 9/30/11


141 Final Internal Implementation Meeting (1 week prior to launch date) 1 day Fri 9/23/11 Fri 9/23/11


142 General Overview of Client 1 day Fri 9/23/11 Fri 9/23/11


143 Overview of start date (letters and calls--validate everything is set) 1 day Fri 9/23/11 Fri 9/23/11


144 Client expectations 1 day Fri 9/23/11 Fri 9/23/11


145 Client Service Prepared 1 day Fri 9/23/11 Fri 9/23/11


146 Call center Prepared (staff ready for calls) 1 day Fri 9/23/11 Fri 9/23/11


147 Review Timetable for: 1 day Fri 9/23/11 Fri 9/23/11


148 Reporting requirements 1 day Fri 9/23/11 Fri 9/23/11


149 IT Related Items Completed 1 day Fri 9/23/11 Fri 9/23/11


150 Any open questions for Client prior to launch 1 day Fri 9/23/11 Fri 9/23/11


151 Review final project plan/summary against the signed contract. Setup is in accordance to client re 1 day Fri 9/23/11 Fri 9/23/11


152 Sign Off confirming the above items marked as yes/completed are done, the dep 1 day Fri 9/23/11 Fri 9/23/11


153 Final client review 3 days Mon 9/26/11 Wed 9/28/11


154 Final review and adjustments 3 days Mon 9/26/11 Wed 9/28/11


155 Go Live 1 day Fri 9/30/11 Fri 9/30/11
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1
2


3


4
5


6
7
8


9
10
11
12
13
14


A B C D


Implementation Checklist for Clients 
With Monthly Fees in excess of 
$10,000/month
* Yellow Highlighted areas are immediate issues to address 
early in the implementation process


Owner
Completed 
Yes, No, n/a Detail Notes


General Management
Assign Implementation Manager


Sales Process
Copy of Contract to File Sales Rep


15


16
17
18
19


20
21
22
23
24
25
26
27
28
29
30
31
32
33


Client Setup Form Completed Sales Rep


Summary of Client E-Mail (Subject: Boarding New Client ABC Corp.)
Sales Rep


     Product Sold (i.e.Outsourcing, Precollect, collection agency) Sales Rep


     Expected Start Date Sales Rep


     Expected Monthly Fee Sales Rep


     Identify key contacts (Main business contact, IT, Client Services, etc.) Sales Rep


     Industry and Nature of Debt Sales Rep


     Average Age of Debt Sales Rep


     Average expected balance Sales Rep


     Primary or Secondary Placements Sales Rep


     Client's level of sensitivity to complaints Sales Rep


     Client's recovery expectations Sales Rep


     Client's main service requirements Sales Rep


     Our competition Sales Rep


Placement File Notification (When IT can expect it) Sales Rep


Assignment Amount Composition
Sales should communicate or discover during implementation
How are NSF's handled Sales Rep
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A B C D


Owner
Completed 
Yes, No, n/a Detail Notes


34
35
36
37
38
39
40


41
42
43
44


45
46
47
48
49
50
51


What is the posting order of paymentsPrincipal, Interest, Collection Fee, 
NSF placment, penalty, etc. IT


Will an agency spread code by used for posting? Setup IT


Does a commission code need to be setup for client? Setup IT


Contract Reiew Implementation Mgr.


Comission Fee Implementation Mgr.


Client's legal Name Implementation Mgr.


Remittance Process - Gross or Net? Implementation Mgr.


Recall process Implementation Mgr.


Court Cosst - Who’s responsibility is it to pay? Implementation Mgr.


Reporting Requirements Implementation Mgr.


Statement of Work - How many letters are sent out and how many call 
are going to be made? Implementation Mgr.


SIF guidelines Implementation Mgr.


Payment Grace Period - Free Demand Implementation Mgr.


General Handling Outsourcing Only
How should our collectors answer the phone? Implementation Mgr.


What should the greeting be on the recorded message? Implementation Mgr.


52
53
54
55
56
57
58
59
60
61
62
63
64
65
66
67
68
69
70
71
72


How should we send client account information from client services? Implementation Mgr.


Client Setup
Assign Client Service Representative Murph
Send Client Numbers to Josh and Brandon Implementation Mgr.


Send local and toll-free numbers to the client. Implementation Mgr.


Client CUBS Setup
Client's proper legal name recorded (provided by client) Client Services


Client's address Client Services


Client contact person  Client Services


     Client Logon (i.e. H&H or CO) Client Services


     Setup as agency or law firm for collections Client Services


     Single or multiple client number setup Client Services


          Describe segmentation of accts if multiple client id #'s Client Services


     Fee Structure
          Regular Client Services


          Legal Client Services


          included in balance in placement file? Client Services


     Statements
          Determine statement recipient (name and address) Client Services


          Net or Gross Client Services
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A B C D


Owner
Completed 
Yes, No, n/a Detail Notes


73
74
75
76
77
78
79
80
81
82
83
84
85
86
87
88
89
90
91
92
93
94


          Weekly or Monthly Client Services


          Mail, ACH or wire transfers Client Services


          E-mail copy of statements (Y/N) Client Services


          Special statement requirements per client? Client Services


          NSF's mixed with Payments or sent on Separate Invoice Client Services


           Requires Directs be Seperated from Agency Payments Client Services


     Acknowledgements
          Determine acknowledgement recipient (name and address) Client Services


          Standard format Client Services


          E-mail or standard mail Client Services


     Additional Reporting Requirements
          History Reports Client Services


          Cancel/Return Reports Client Services


          NSF Report Client Services


          Weekly or Monthly Production Reporting Client Services


               Payment Plans Client Services


               Gross Collections Client Services


               Other Client Services


     Deposit of Funds This only applys to outsourcing
          Credit Card processing (H&H or Client) Client Services


          Determine how funds are deposited Client Services


D it d i H&H t t t Cli t S i94
95
96
97
98
99


100
101
102
103
104
105
106
107
108
109
110


111
112
113


               Deposited in H&H trust account Client Services


               Federal Expressed to Client Client Services


                    How Often? Client Services


               Deposited in Client's bank by H&H (Method for deposit?) Client Services


     Credit Bureau Reporting
          Report to Bureau (Y/N) Client Services


          How many days after placement to Report Client Services


     Client's required minimum work standards (specific) Client Services


Client Control/Misc. Screens Setup
     Assign related toll-free number.  Set up IT


     Assign related local numbers Set Up IT


Validate Client Service Setup Complete Implementation Mgr


Client Services Questions Implementation Mgr


Who should the bankruptcy notices be mailed to? Implementation Mgr


Should the bankrupt account remain  opened during the automatic stay period? Implementation Mgr


How will you notify us of a bankrupt account that you identify? Implementation Mgr


Who should the death certificates be mailed to? Implementation Mgr
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A B C D


Owner
Completed 
Yes, No, n/a Detail Notes


114


115
116
117


118
119


120
121
122
123
124
125
126
127
128


Do you want the deceased accounts closed and returned with a zero balance or 
some other handling? Implementation Mgr


• Normally our client services department would communicate by email and or 
phone with a contact person on your side. Can client services communicate 
account information with you by email?  Implementation Mgr


Who should we contact with disputes we receive? Implementation Mgr


Whou should we contact with validation of debt reqyest? Implementation Mgr


Reconciliaition:
Who should we contact with:
Items on your recon not in our system
Items in our system you don’t have on your reconciliation file
Items where we have discrepancies in the balance Implementation Mgr


What is your criteria for payment plans? Implementation Mgr


Will you be setting up payment plans and sending them to us on an Excel 
spreadsheet via our ftp site? Implementation Mgr


Letters & Notices
          Coded as NONE  until series determined Client Services


          Industry Type Notated (proper letters) Client Services


          Standard or Custom letters Implementation Mgr
               Create letters if custom (determine required info) Implementation Mgr
          Obtain letter approval from Client Implementation Mgr
          Have H&H personnel placed in letter files to insure we see letters IT


          ACA approved letter. IT/Legal


129
130
131
132
133
134
135
136
137
138
139
140
141
142
143
144


145


146
147


pp g


         Confirm the letters have been set live into production at the letter vendor IT


          Letter Vender established - Form # Set IT


Strategy & Letters
Has the Strategy & Letter series been identified? IT


     Has the letter series been created? IT


    Has the strategy been created? IT


Information Technology
File Layouts-Data Exchange
Obtain File Layout Implementation Mgr.


Obtain Test Record(s) with file layout IT


Identify what will be used for CDN. IT


Write Programs and Test (Will vary by client)
     Placement File IT


     Payment and/or Adjustment File IT


     Cancel/Return Files (frequency & Strategy) IT


Understand what types of cancelations will occur manually: Bankruptcies, etc., 
Forward to Client Services Implementation Mgr.


How will client holds (suspend work efforts) be handled, IT or Client Services? Implementation Mgr.


     Remit Files (Frequency & Timing) IT/Sales Rep
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A B C D


Owner
Completed 
Yes, No, n/a Detail Notes


148
149
150
151
152


153
154


155
156
157
158
159
160
161
162
163
164
165
166
167


     Update Files (demographic Changes) IT/Sales Rep


     Miscellaneous Files (client note exchange, PP Information) IT


     Understand and advise clients of encryption IT


    Is provision to balance placement, payment and adjustment files? IT


How will directs be reported to Harris & Harris IT


   Will accounts be assigned in any other manner besides the standard 
placement file? IT


Will agency payments be reported back to Harris and Harris? IT


Has operations reviewed the layout to identify additional fields that could be 
helpful? IT


Identify Reporting---Set schedule for uploads, downloads
     Standard Reporting from CUBS (History Reports, cancel/return, NSF) Implementation Mgr.


     Custom Reports Implementation Mgr.


Collection Desk Setup
     Collection desk and/or desk group assignment IT


Telephone System Setup
     Apply for phone number in client's name IT


     Outbound button on phone for collector display with proper client IT


     Auto attendant setup  Skill/VDN Call Routing/FOT/ IT


LCD Display- Collection Representative IT


     Whisper announcements & LCD Display IT


TouchStar IT


168
169
170
171
172
173
174
175
176
177
178
179
180
181
182
183
184
185
186
187


Avaya IT


Client System Access (For H&H Staff)
     System Connection IT


     User Setup Info collected and passed to Client IT


     Determine if access from each PC or kiosk IT


     Obtain usernames and passwords from client IT


interactive Messaging
     Determine if stand-alone, or shared IT


     Display client specific or generic caller id IT


     Determine if need unique phone # for leaving messages IT


Client Access Web
     Setup client on CAW IT


     Setup username and passwords for client Client Services


     Determine Access permission levels for Client Client Services


IT Testing - Connectivity, File Loading, 
     Test Data Transport Connectivity IT


     Load Test Accounts into CUBS IT


     Test Client Payments IT


     Test Agency Payments IT


5 of 10







9


A B C D


Owner
Completed 
Yes, No, n/a Detail Notes


188
189
190
191
192
193
194


195
196
197
198
199
200
201
202
203
204
205
206


Standard Practice 2-25-10. Compare direct payment data to placement date. If 
direct payment date is prior to placement date do not take commission IT


     Test Updates (Demographics) IT


     Test Balance Updates IT


     Test Recalls IT


     Generate Acknowledgement IT


     Gemerate Payment File IT


     Generate Close File IT


     Generate Recon File
7-27-10 Recommend with all clients at least monthly IT


IT Operations
Has the Client name been added to Helpdesk? IT


Has the Operations Person been identified? IT


Have procedures been created? IT


Has the tasks been added to Task Manager IT


Create Outsourcing and agency client numbers IT


Create Q-Check payee customization IT


Develop Custom Programs to transfer files (will vary by client) IT


     Client's transfer criteria IT


     Promises pending IT


207
208
209
210
211


212
213
214
215
216
217
218
219
220
221
222
223
224
225
226


     Postdates on File IT


     Active payment plans IT


     Disputed accounts IT


Human Resources & Training


     Work withCollections Director or Manager to determine FTE needs for unit Collections/HR


     Recruit & Hiring Process Collections/HR


     Prepare Training Material (Custom to client if necessary) Collections/HR


     Any Spacing Issues addressed Collections/HR


     Establish Training schedule and fill positions Collections/HR


Account Management
Determine Type of Letter or Notice Collection Manager


Assign Collection desk strategy Collection Manager


Determine Skiptracing criteria Collection Manager


     Document for sales, IT, Implementation and Collection Manager Collection Manager


Determine Scoring criteria Collection Manager


     Document for sales, IT, Implementation and Collection Manager Collection Manager


Collector Credit Percentage communicated to Laura & IT Collection Manager


Competitive Reporting Collection Manager
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A B C D


Owner
Completed 
Yes, No, n/a Detail Notes


227
228
229
230
231
232
233
234
235
236
237
238
239
240
241
242
243
244
245
246
247
248


     Assign this to be monitored at H&H Collection Manager


     Determine level of competitive reporting required Collection Manager


Assign Group and Manager Collection Manager


Assign collectors Collection Manager


Initial Work Strategy Development Collection Manager


Accounting and Finance
Test Accuracy of Statement A&F


Excel report listing all payments collected by H&H A&F


ACH setup A&F


Instructions on NSF's - If house hold, how many days A&F


Grace Period if so how many days and on which accounts A&F


Will overpayments be sent back to debtor by A&F or sent to client A&F


Special Instructions A&F


Adjustments A&F


Trustee payments A&F


Blue Cross payments (Only applys to medical) A&F


Non-commissionable payments A&F


Reduced comminsionable payments A&F


Di F R itt P G R it Cli t A&F248
249
250
251
252
253


254
255


256
257
258
259
260
261
262
263
264
265
266
267


Discuss Fee Remittance Process on Gross Remit Clients A&F


Quality Control (Pre-Launch)
     Placement and Payment Files Tested (other relevant files) IT/IM


     Client Services introduced to client Client Services Manager/IM


     Letter samples with Client information are reviewed (letter files established) IT 


     Skip trace and system strategy process in place Collection Mgr


     Client File setup review (Live data)
Is proper data in proper field and are expected fields filled with data? Client Service


Client Launch Process
Final Implementation Meeting (1 week prior to launch date) Core Team


Kick-off-- department managers and sales rep Core Team


     General Overview of Client Implementation Mgr


     Overview of start date (letters and calls--validate everything is set) Implementation Mgr


     Client expectations Implementation Mgr


          Client Service Prepared Implementation Mgr


          Call center Prepared (staff ready for calls) Implementation Mgr


     Financial Expectations Implementation Mgr


     Review Timetable for:
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A B C D


Owner
Completed 
Yes, No, n/a Detail Notes


268
269
270
271
272


273
274
275
276
277
278
279


280
281
282
283
284
285
286


          Reporting requirements Implementation Mgr


          IT Related Items Completed Implementation Mgr


     Any open questions for Client prior to launch Implementation Mgr


Meeting with Reps about client (1 week before launch) Collection Mgr.


Obtain sign off from departments manager or above  preferred. Implementation Mgr


Review final project plan/summary against the signed contract. 
Setup is in accordance to client requirements. Implementation Mgr


Memo to Collectors and Managers (details of the client) Implementation Mgr.


          Info from client website Implementation Mgr.


          Client mission statement (if available) Implementation Mgr.


          Location and demographic of client accounts Implementation Mgr.


          Description and nature of debt Implementation Mgr.


          Expected Placement Volume and timing of placements Implementation Mgr.


After 1st Production File has Passed QC Process
Client Control /Misc Screen Set Up
    Assign ACCUR$ amount IT


    Assign SKPDSK$ IT


    Assign DESK99$ amount IT


    Assign SCORE MIN$ amount IT


   Verify Client Access Web Flags are set IT


Does the days to close need to be filled in? IT286
287
288
289
290
291
292


293
294
295


296
297


298
299


300
301


y IT


Has the CREDIT REPORTING flag been set? IT


Assign COLLECTOR # based on Client IT


Assign SERIES NAME IT


Assign PACKET CATEGORY IT


Sign Off confirming the above items marked as 
yes/completed are done, the department is trained and ready 
for launch  
according to the project plan summary. 
Name Department Date Title


IT Department


Collection Department


Client Services


8 of 10







9


A B C D


Owner
Completed 
Yes, No, n/a Detail Notes


302


303


Accounting and Fin.
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A B C D


Owner
Completed 
Yes, No, n/a Detail Notes


304
305


306
307


308
309
310
311


312


313
314
315
316
317
318


319
320
321


Quality Control (Post-Launch)
Weekly Review (1st 12 weeks after launch date) Implementation Mgr


Review client directs after they receive or remit to confirm they are not 
reporting our payments back to us. IT/Client Services
Are direct payments being reported as expected? IT/Client Services


     Review Account Notes to insure letters are being generated and in file collection manager


     Weekly status e-mail (key management) Implementation Mgr


          #, $ and % of accounts with home phone number collection manager


          Total gross collections and fees collection manager


          Promise Desk and Active desk breakdown (#, $ and % of accounts) collection manager


          # and $ of directs being reported (if ZERO directs after 2 weeks--contact 
client) collection manager


          Collection Managers Perspective of client: collection manager


               Overall impression of client collection manager


               Collectability assessment collection manager


               Response to letters collection manager


               Week to week improvement from previous update collection manager


               Action Plan for improvement as needed (i.e. assign new collectors) collection manager


     Collector Percentage Appropriate collection manager


Monthly Review for 1st 6 months (months 2 6) Management Team321
322
323
324
325
326
327


Monthly Review for 1st 6 months (months 2-6) Management Team


     Meeting Client's expectations Management Team


          Fees/gross Collections Management Team


          Complaints Management Team


          IT Issues Management Team


          Client Service Issues Management Team


          Are direct payments being reported as expected? Management Team
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APPENDIX II‐4: SAMPLE REPORTS 


Harris & Harris customizes our report suite to meet the specifications of each client. 


 


As discussed within our proposal, Harris & Harris creates a suite of reports to address each 
client’s particular data analytic needs. During our implementation planning sessions, we will 
jointly identify reports that will provide you with the information you require.  


We present examples of the basic reports that we produce on a regular basis. These are 
generally sent electronically, but can also be produced in hard copy. 


 







 


 


 


 


SAMPLE REPORTS: CLIENT ACCESS WEB REPORTS 


 


 
The following reports are examples of the reports available online through Client 
Access Web, Harris & Harris’s powerful online tool through which authorized State 
personnel can monitor the progress made on the State’s accounts.  


Client Access Web is available 24 hours a day, 365 days a year.  


 


 


 


   







 
   







 
 


   







 
 


   







 


 


 
 


 


     


   







 
 


   







 
 


   







 
 


   







 


 


 


 


SAMPLE REPORTS: STANDARD REPORTS 


 


 
The following reports are examples of the standard reports we provide to our 
clients. The frequency, format, and data contents of each report are specifically 
tailored to each client’s needs, and we will work closely with the State during 
implementation to customize a set of reports that meet or exceed the State’s 
expectations.  


 


 


 


   


 







Combined History Analysis
March, 2009


Monthly:


Month / Year
Assignments: 


Number 
Assignments:         Amount


Assignments:   
Average


Collections:  
Current


Collections:  
Percent


Collections    
To Date


Net % Gross %
Commissions 


To Date
Commission: 


Percent
Cancelled: 
Number


Cancelled:    
Amount


Cancelled: 
Percent


Open Accounts 
Number


Open Accounts 
Amount


PIF:   
Number


Avg Age


Mar-09 44 7,559 (7,559) 172 $0 0 $0 0 0 $0 0 0 $0 0 44 $7,559 0 0
Feb-09 9,638 1,302,767 (1,312,151) 135 $1,044 0 $39,898 3 3 $4,895 12 104 $20,095 2 9,125 $1,242,774 409 0
Jan-09 8,201 1,154,683 (1,170,427) 141 $2,093 0 $100,882 9 9 $11,610 12 222 $39,799 3 7,090 $1,014,002 889 0
Dec-08 8,750 1,237,302 (1,267,259) 141 $1,035 0 $102,479 9 8 $12,883 13 360 $103,636 8 7,471 $1,031,187 919 0
Nov-08 7,848 1,133,125 (1,163,969) 144 $583 0 $112,458 11 10 $14,301 13 281 $91,684 8 6,519 $928,983 1,048 0
Oct-08 8,328 1,210,263 (1,262,841) 145 $411 0 $147,044 13 12 $20,391 14 343 $100,451 8 6,565 $962,768 1,420 0
Sep-08 7,279 1,026,040 (1,074,411) 141 $290 0 $168,819 18 16 $20,861 12 319 $71,747 7 5,523 $785,474 1,437 0
Aug-08 5,997 880,093 (920,382) 147 $485 0 $141,896 18 16 $21,209 15 282 $70,237 8 4,496 $667,960 1,219 0
Jul-08 6,802 1,031,727 (1,084,128) 152 $889 0 $183,126 19 18 $25,149 14 245 $71,679 7 5,078 $776,922 1,479 0
Jun-08 5,966 895,436 (944,903) 150 $84 0 $169,212 20 19 $22,740 13 223 $61,652 7 4,248 $664,571 1,495 0
May-08 4,825 718,471 (770,652) 149 $436 0 $143,270 21 20 $20,238 14 162 $43,035 6 3,421 $532,166 1,242 0
Apr-08 5,553 861,301 (915,510) 155 $795 0 $164,463 20 19 $22,225 14 187 $44,713 5 3,909 $652,124 1,457 0
Mar-08 5,316 843,183 (905,062) 159 $1,124 0 $171,543 22 20 $25,608 15 225 $61,022 7 3,696 $610,617 1,395 0
Feb-08 7,056 1,108,310 (1,208,555) 157 $513 0 $254,803 25 23 $36,176 14 293 $82,748 7 4,667 $770,759 2,096 0
Jan-08 6,219 901,562 (1,011,262) 145 $807 0 $230,915 28 26 $30,765 13 212 $70,531 8 3,331 $600,115 2,676 0
Dec-07 6,296 951,879 (1,042,953) 151 $150 0 $255,118 29 27 $34,543 14 265 $78,405 8 3,255 $618,356 2,776 0
Nov-07 5,993 952,309 (1,045,337) 159 $422 0 $219,104 25 23 $33,418 15 287 $90,982 10 3,289 $642,223 2,417 0
Oct-07 7,291 1,065,923 (1,184,881) 146 $439 0 $264,731 27 25 $40,529 15 341 $87,494 8 4,046 $713,698 2,904 0
Sep-07 8,043 1,146,179 (1,271,263) 143 $246 0 $295,668 29 26 $43,447 15 358 $109,974 10 4,485 $740,537 3,200 0
Aug-07 7,416 1,082,579 (1,219,637) 146 $47 0 $284,101 29 26 $45,424 16 377 $106,557 10 4,069 $691,922 2,970 0
Jul-07 7,425 1,152,940 (1,310,574) 155 $46 0 $291,679 28 25 $49,144 17 446 $107,040 9 3,914 $754,221 3,065 0
Jun-07 4,079 599,166 (723,325) 147 $941 0 $127,626 24 21 $21,777 17 281 $65,865 11 2,188 $405,676 1,610 0
May-07 114,769 16,706,488 (19,973,619) 146 $3,329 0 $2,577,975 21 15 $406,068 16 36,622 $4,206,494 25 42,556 $9,922,019 35,591 0


Yearly:


Year
Assignments: 


Number 
Assignments:         Amount


Assignments:   
Average


Collections:  
Current


Collections:  
Percent


Collections    
To Date


Net % Gross %
Commissions 


To Date
Commission: 


Percent
Cancelled: 
Number


Cancelled:    
Amount


Cancelled: 
Percent


Open Accounts 
Number


Open Accounts 
Amount


PIF:   
Number


Avg Age


YR-2009 17,883 2,465,008 (2,490,137) 138 $3,137 0 $140,780 6 6 $16,505 12 326 $59,894 2 16,259 $2,264,335 1,298 0
YR-2008 79,939 11,846,811 (12,528,934) 148 $7,452 0 $1,990,029 18 17 $272,546 14 3,132 $873,137 7 58,924 $8,983,644 17,883 0
YR-2007 161,312 23,657,463 (27,771,590) 147 $5,619 0 $4,316,002 23 18 $674,350 16 38,977 $4,852,811 21 67,802 $14,488,651 54,533 0
YR-2006 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
YR-2005 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
YR-2004 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
YR-2003 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
YR-2002 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
YR-2001 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
YR-2000 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
PRIOR 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
TOTAL 259,134 37,969,283 (42,790,661) 147 $16,208 0 $6,446,811 20 17 $963,401 15 42,435 $5,785,842 15 142,985 $25,736,630 73,714 0







Combined Stairstep History Analysis
March, 2009


1MO 2MO 3MO 4MO 5MO 6MO 7MO 8MO 9MO 10MO 11MO 12MO
Month / Year Number Amount Adjustments Net Placed Average 13MO 14MO 15MO 16MO 17MO 18MO 19MO 20MO 21MO 22MO 23MO 24MO Over


25MO 26MO 27MO 28MO 29MO 30MO 31MO 32MO 33MO 34MO 35MO 36MO 36 Mos
Mar‐09 341 62,484 0 62,484 183 0
Feb-09 9,638 1,312,151 -10,668 1,301,483 135 3 3.9
Jan-09 8,201 1,170,427 -6,712 1,163,716 142 1.3 8.6 9.5
Dec-08 8,750 1,267,259 -30,441 1,236,818 141 0.8 2.9 8.2 8.9
Nov-08 7,848 1,163,969 -31,604 1,132,366 144 0.9 2.5 3.7 9.9 10.5
Oct-08 8,328 1,262,841 -53,155 1,209,687 145 1.2 3.3 4.3 5.5 12.1 12.9
Sep-08 7,279 1,074,411 -48,606 1,025,805 141 1.6 3.5 4.7 5.8 6.8 16.4 17.5
Aug-08 5,997 920,382 -40,704 879,678 147 1.3 3.4 5.1 6.3 7.1 8.8 16.1 16.9
Jul-08 6,802 1,084,128 -52,401 1,031,727 152 1.4 3.5 5 6.7 7.8 8.7 9.8 17.7 18.5


Jun-08 5,966 944,903 -49,567 895,336 150 1.2 3.5 4.7 6.4 7.5 8.4 8.8 9.9 18.9 19.6
May-08 4,825 770,652 -52,180 718,471 149 1.4 4.1 6.2 7.4 8.8 9.9 10.6 11.1 11.9 19.9 21
Apr-08 5,553 915,510 -54,860 860,650 155 2.2 4.9 7.1 8.5 9.2 9.9 10.7 11.4 11.9 12.6 19 19.6
Mar-08 5,316 905,062 -62,129 842,933 159 2 5 6.9 8.8 10.3 11.2 12 13.2 13.6 14.1 14.4 20.2
Feb-08 7,056 1,208,555 -100,210 1,108,160 157 3.5 7.6 10.7 12.5 14 14.9 15.6 16.5 17.5 18 18.4 18.9
Jan-08 6,219 1,011,262 -110,210 901,052 145 2.1 9.7 13.4 16.3 17.7 18.9 19.6 20.1 20.7 21 21.4 21.8


25.9
Dec-07 6,296 1,042,953 -91,919 951,034 151 1.4 3.8 11.5 15.2 17.9 19.4 20.5 21.1 21.5 22.2 22.8 23.1


23.2 23.2
Nov-07 5,993 1,045,337 -93,100 952,237 159 1.1 3.8 5.6 11.6 14.2 15.8 16.6 17.5 18.2 19 19.4 19.8


20 20.5 20.5
Oct-07 7,291 1,184,881 -119,247 1,065,634 146 1.5 3.5 4.8 6.3 12.4 14.9 16.8 17.7 18.4 19.4 20 20.5


21 21.3 21.7 21.7
Sep-07 8,043 1,271,263 -125,084 1,146,179 143 1.3 3.4 5.1 6.2 7.1 12.4 15.2 17 18.3 19.9 20.7 21.1


21.4 21.9 22.2 22.5 22.5
Aug-07 7,416 1,219,637 -137,632 1,082,006 146 2.5 4 5.6 6.7 7.5 8.8 14.4 16.8 18.6 19.4 20.3 20.8


21.1 21.5 22.1 22.4 22.9 22.9
Jul-07 7,425 1,310,574 -157,879 1,152,695 155 1.1 3.1 4.6 6.5 8 9.1 10.3 14.7 16.7 18.3 19.1 20


20.4 20.9 21.4 21.8 22.2 22.5 22.5
Jun-07 4,079 723,325 -125,274 598,050 147 0.6 3.2 4.7 5.7 6.9 7.5 8.1 9 12.6 14.2 15.6 16.2


16.7 17.4 17.7 18.1 18.7 19 19.1 19.1
May-07 114,769 19,973,619 -3,273,211 16,700,409 146 1.3 2.3 3.5 4.7 5.4 6 6.5 6.8 7.3 10.2 11.4 12.1


12.6 13 13.4 13.7 13.9 14.2 14.4 14.5 14.5







History Analysis
March, 2009


Monthly:


Month / Year
Assignments: 


Number 
Asnments:         Amount


Assignments:   
Average


Collections:  
Current


Collections:  
Percent


Collections    
To Date


Net % Gross %
Commissions 


To Date
Commission: 


Percent
Cancelled: 
Number


Cancelled:    
Amount


Cancelled: 
Percent


Open Accounts 
Number


Open Accounts 
Amount


PIF:   
Number


Avg Age


Mar-09 17 1,397 (1,397) 82 $0 0 $0 0 0 $0 0 0 $0 0 17 $1,397 0 0
Feb-09 7,166 682,152 (684,649) 95 $709 0 $28,756 4 4 $3,366 12 50 $4,958 1 6,782 $648,437 334 0
Jan-09 5,911 555,352 (558,095) 94 $1,268 0 $56,086 10 10 $6,695 12 110 $10,436 2 5,131 $488,830 670 0
Dec-08 6,239 575,784 (582,512) 92 $905 0 $57,509 10 10 $7,214 13 152 $15,240 3 5,410 $503,036 677 0
Nov-08 5,618 529,352 (537,066) 94 $583 0 $64,936 13 12 $8,071 12 99 $13,190 2 4,752 $451,226 767 0
Oct-08 5,891 577,266 (589,581) 98 $276 0 $95,875 17 17 $13,329 14 136 $17,954 3 4,683 $463,437 1,072 0
Sep-08 5,223 518,793 (529,017) 99 $25 0 $102,131 20 20 $12,600 12 114 $14,788 3 4,043 $401,874 1,066 0
Aug-08 4,319 419,924 (430,895) 97 $485 0 $78,767 19 19 $11,264 14 125 $14,085 3 3,316 $327,072 878 0
Jul-08 4,895 484,884 (497,248) 99 $155 0 $94,925 20 20 $13,134 14 89 $11,997 2 3,740 $377,963 1,066 0
Jun-08 4,287 429,378 (440,739) 100 $84 0 $99,085 24 23 $12,828 13 69 $11,165 3 3,135 $319,127 1,083 0
May-08 3,320 333,168 (344,832) 100 $436 0 $81,556 25 24 $11,642 14 56 $9,014 3 2,392 $242,598 872 0
Apr-08 3,922 391,425 (404,201) 100 $247 0 $89,455 23 23 $12,079 14 55 $8,747 2 2,854 $293,222 1,013 0
Mar-08 3,454 350,033 (363,416) 101 $64 0 $79,558 23 23 $12,062 15 68 $8,208 2 2,507 $262,267 879 0
Feb-08 4,447 461,544 (476,274) 104 $411 0 $121,986 27 26 $17,211 14 96 $12,333 3 3,082 $327,225 1,269 0
Jan-08 3,915 398,225 (416,103) 102 $763 0 $114,578 29 29 $15,247 13 43 $8,490 2 2,192 $275,157 1,680 0
Dec-07 3,926 394,338 (412,152) 100 $150 0 $122,274 32 31 $16,380 13 63 $10,777 3 2,059 $261,286 1,804 0
Nov-07 3,813 394,064 (408,878) 103 $78 0 $111,015 29 28 $16,671 15 85 $11,917 3 2,200 $271,132 1,528 0
Oct-07 4,822 477,644 (503,761) 99 $439 0 $138,259 30 29 $21,167 15 100 $12,400 3 2,801 $326,985 1,921 0
Sep-07 5,539 534,803 (562,694) 97 $193 0 $154,513 30 29 $22,277 14 111 $14,486 3 3,219 $365,803 2,209 0
Aug-07 4,889 490,425 (514,959) 100 $27 0 $140,937 30 29 $22,774 16 122 $12,979 3 2,843 $336,509 1,924 0
Jul-07 4,715 479,587 (513,709) 102 $46 0 $145,021 32 30 $24,271 17 138 $19,792 4 2,605 $314,774 1,972 0
Jun-07 2,440 253,631 (285,616) 104 $155 0 $69,044 29 27 $11,757 17 84 $13,492 5 1,412 $171,096 944 0
May-07 62,344 6,010,362 (6,794,423) 96 $1,701 0 $1,094,418 37 18 $189,945 17 32,465 $3,019,410 50 12,565 $1,896,534 17,314 0


Yearly:


Year
Assignments: 


Number 
Assignments:         Amount


Assignments:   
Average


Collections:  
Current


Collections:  
Percent


Collections    
To Date


Net % Gross %
Commissions 


To Date
Commission: 


Percent
Cancelled: 
Number


Cancelled:    
Amount


Cancelled: 
Percent


Open Accounts 
Number


Open Accounts 
Amount


PIF:   
Number


Avg Age


YR-2009 13,094 1,238,900 (1,244,141) 95 $1,977 0 $84,842 7 7 $10,061 12 160 $15,393 1 11,930 $1,138,664 1,004 0
YR-2008 55,530 5,469,776 (5,611,884) 99 $4,435 0 $1,080,360 20 20 $146,680 14 1,102 $145,211 3 42,106 $4,244,206 12,322 0
YR-2007 92,488 9,034,854 (9,996,190) 98 $2,788 0 $1,975,482 33 22 $325,242 16 33,168 $3,115,252 34 29,704 $3,944,120 29,616 0
YR-2006 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
YR-2005 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
YR-2004 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
YR-2003 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
YR-2002 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
YR-2001 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
YR-2000 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
PRIOR 0 0 (0) 0 $0 0 $0 0 0 $0 0 0 $0 0 0 $0 0 0
TOTAL 161,112 15,743,530 (16,852,215) 98 $9,200 0 $3,140,683 25 20 $481,983 15 34,430 $3,275,856 21 83,740 $9,326,990 42,942 0







 


ACCOUNT ACKNOWLEDGEMENT REPORT 
 
 
            HARRIS & HARRIS, LTD. - HH                       CLOSING DATE:   11-01-09 
            222 MERCHANDISE MART PLAZA, SUITE 1900 
            CHICAGO, IL  60654 
 
                                                              CLIENT NO. 1234 
            11-01-09 
            ABC Client                       
            MS JANE DOE 
            123 SOUTH MAIN STREET 
            CHICAGO, IL 60629 
 
 
             
            ACKNOWLEDGEMENT AGREEMENT 
             
We are pleased to acknowledge our acceptance of the accounts listed below.  We have 
now begun our intensive collection effort relying upon your assurance that each 
account submitted is valid and lawful in all respects, and trust that if you have any 
information to the contrary, you will notify us to immediately cease our efforts.  
Should you desire to withdraw any account prior to collection, we reserve the right 
to charge our customary fee.  Absent a specific written agreement to the contrary, by 
virtue of assigning these accounts to us for collection, you are also authorizing us 
to do the following: assign any or all of these accounts to an attorney of our choice 
for collection, charge client contingent fee whether payment is paid to your or us 
and retain upon collection any interest or collection fees lawfully added to an 
account as part of our fee.  We also reserve the right to charge client costs 
incurred for special reports requested or for costs associated with the collection on 
any given account, for items such as investigation charges, on-line search services, 
and/or to charge for costs associated with the collection of an account via various 
speed pay methods, including check by phone or bank card payment and reimburse us for 
such costs from gross debtor proceeds, whereby only net proceeds will appear on 
client statement.  This agreement authorizes us to report each debt to any credit 
bureau as a delinquent item, and to proceed with collection on your behalf in 
accordance with the terms and conditions of our standard fee agreement, such 
agreement remaining on file in our office and is available upon request.  If you have 
any objection to the above stated terms, please notify us within five (5) days by 
U.S. Certified Mail.  Thank you for your placement of accounts and we look forward to 
our continued business relationship. 
             
             
 
ACCOUNT NAME   ACCOUNT# HH ACCCOUNT# DATE ASSIGNED     LAST ACTIVITY     AMOUNT     
____________   ________   _____________   _____________   _____________ _______ 


 
 
NAME, 1   0808006080  548254 10-31-09       03-05-08          378.40   
NAME, 2        0808006479  673762      10-31-09   03-01-08          517.69   
NAME, 3        0808006691   673763 10-31-09          03-01-08        6,021.00   
NAME, 4        0808006435   123459 10-31-09          03-05-08          760.11   
 
                      [CONTINUED NEXT PAGE]                         PAGE NO. 1 







INVENTORY BALANCE REPORT 
 
HARRIS & HARRIS, LTD. - HH                         CLIENT INVENTORY                              04:34PM       CLOSING DATE: 11-10-2009 
222 MERCHANDISE MART PLAZA, SUITE 1900                  
CHICAGO, IL  60654                                                                                                  
                                                                                                                            
 
ABC Client CLIENT:  1234 
TWO PRUDENTIAL PLAZA 
CHICAGO, IL  60601 
 
 
TYPE X ACCOUNTS 


 
 
ACCOUNTS LISTED            15                TOTAL ASSIGNED         $815,634.47    TOTAL AMT PYMTS 15    
 
TOTAL COLLECTED       $139,715.08  TOTAL ADJUSTMENTS     REMAINING ACCOUNTS W/ BALANCE  8                
 
TOTAL BALANCE        $675,818.39                
 
 
 
TYPE Y ACCOUNTS 


 
 
ACCOUNTS LISTED            12                TOTAL ASSIGNED  $215634.30          TOTAL AMT PYMTS 10  
 
TOTAL COLLECTED $167,895.77  TOTAL ADJUSTMENTS     REMAINING ACCOUNTS W/ BALANCE  8       
 
TOTAL BALANCE        $47,738.53 
 
 
 
TOTAL ACCOUNTS   


 
 
ACCOUNTS LISTED            27                TOTAL ASSIGNED  $1,031268.77          TOTAL AMT PYMTS 25 
 
TOTAL COLLECTED $307,610.85  TOTAL ADJUSTMENTS     REMAINING ACCOUNTS W/ BALANCE  16        
 
TOTAL BALANCE  $723,556.92        
 







 
TYPE X ACCOUNTS 


 
 
HH DEBTOR #  DEBTOR NAME  UARANTOR CLI-REF# DATE-ASGN ASSIGNED LST-PAY  BALANCE  LST-PAY DATE 
 
4166409   DOE, JOHN I  OE, MARY I    112000023     02-03-09   2332.38       80.00    2252.38       11-01-09 
2103140   DOE, JOHN I  OE, MARY I    400007134 03-06-09   2009.74       1000.00   1009.74       3-31-09 
4775053   DOE, JOHN I  OE, MARY I 197452898 03-04-09    75.01       75.01  0.00       5-17-09  
2158580   DOE, JOHN I  OE, MARY I     600006573      06-03-09     678.25       430.00     148.25       7-15-09   
4775054   DOE, JOHN I  OE, MARY I 400007998      03-04-09   9007.33       222.00   8785.33       10-31-09 
2482160   DOE, JOHN I  OE, MARY I   400003940      11-07-09    75.29       75.29    0.00       01-10-09 
4166263   DOE, JOHN I  OE, MARY I   131097600      02-02-09       500.00       500.00       0.00       06-01-09 
1798358   DOE, JOHN I  OE, MARY I 400005031 11-01-09    7523.25       7523.25  0.00  11-10-09 
1987499   DOE, JOHN I  OE, MARY I   400007274    09-26-09   36283.78       35283.78 0.00       11-05-09 
1987500   DOE, JOHN I  OE, MARY I   400007263    09-26-09   39025.00       15000.00 24025.00       11-02-09            
1556088   DOE, JOHN I  OE, MARY I 189900836      04-13-09   80144.82     10040.00       70104.82   01-05-09  
4166412   DOE, JOHN I  OE, MARY I 400006763     02-03-09    6975.75       5975.75   0.00       11-01-09     
4775055   DOE, JOHN I     OE, MARY I   400007870 03-04-09   58110.10       22000.00  36110.10       11-06-09             
1620614   DOE, JOHN I     OE, MARY I     523648225      2-18-09   57483.77       40000.00 37483.77       10-15-09           
1620615   DOE, JOHN I  OE, MARY I 194483213     02-18-09       510.00       510.00       0.00       08-20-09 
 
 
TYPE Y ACCOUNTS 


 
 
HH DEBTOR #  DEBTOR NAME  GUARANTOR CLI-REF# DT-ASGN  PN-ASGN  PRN-COL  BALANCE  LST-PAY  
 
2482205   DOE, JOHN I    269056042 11-07-09   47253.32       35000.00 12253.32       11-10-09              
2209007   DOE, JOHN I                           400010003    08-04-09    3971.94       3971.94  0.00       10-02-09              
2482396   DOE, JOHN I    264755222    11-07-09   12289.35       12289.35 0.00       11-10-09          
2209008   DOE, JOHN I                           120004178    08-04-09   37069.81       30000.00 7059.81       09-15-09          
2056062   DOE, JOHN I                           128000001  02-20-09   12337.83       1000.00   11337.83       06-30-09       
1914668   DOE, JOHN I                           360000280    06-20-08   13870.04       13870.04 0.00       10-15-09         
1798359   DOE, JOHN I                           400007931 01-15-09    9165.93       9155.93  0.00           10-23-09 
1798381   DOE, JOHN I                           400008022 01-15-09    7689.30       0.00     7689.30   02-15-09       
1798382   DOE, JOHN I                       400007153      01-15-09    5662.96       0.00     5662.96       01-31-09 
4775057   DOE, JOHN I                           257024000    03-04-09   43735.00   40000.00 0.00  05-15-09 
2482392   DOE, JOHN I                          136000005  11-07-09    3053.29       3053.00  0.00           11-10-09 
1914666   DOE, JOHN I                           400007942     06-20-09   19555.61       19555.51       0.00           06-30-09 
 
 







PAYMENT 
AMOUNT


AMOUNT 
RETAINED


AMOUNT 
REMITTED # OF ACCTS


11,143.31 2,340.10 8,803.21 17


CLIENT# NAME PAYMENT DATE
PAYMENT 
AMOUNT


AMOUNT 
RETAINED


AMOUNT DUE 
YOU


288546488 DOE, JOHN, M 11-01-09 405.21 85.09 320.12
354789248 DOE, JOHN, M 11-01-09 560.00 117.60 442.40
563483728 DOE, JOHN, M 11-01-09 599.31 125.86 473.45
347895213 DOE, JOHN, M 11-01-09 82.00 17.22 64.78
225562349 DOE, JOHN, M 11-01-09 40.00 8.40 31.60
226678954 DOE, JOHN, M 11-01-09 784.00 164.64 619.36
564793564 DOE, JOHN, M 11-01-09 1,263.12 265.26 997.86
534896324 DOE, JOHN, M 11-01-09 754.20 158.38 595.82
652379548 DOE, JOHN, M 11-01-09 877.21 184.21 693.00
325649728 DOE, JOHN, M 11-01-09 1,258.31 264.25 994.06
115672323 DOE, JOHN, M 11-01-09 259.85 54.57 205.28
535346827 DOE, JOHN, M 11-01-09 506.48 106.36 400.12
789321456 DOE, JOHN, M 11-01-09 579.10 121.61 457.49
231645827 DOE, JOHN, M 11-01-09 883.33 185.50 697.83
223224558 DOE, JOHN, M 11-01-09 64.00 13.44 50.56
123596874 DOE, JOHN, M 11-01-09 2,180.48 457.90 1,722.58
231585495 DOE, JOHN, M 11-01-09 46.71 9.81 36.90


REMITTANCE DETAIL - CLOSE DATE 11/1/2009


REMITTANCE SUMMARY - CLOSE DATE 11/1/2009







CLIENT# NAME ASSIGN. DATE ASSIGN. AMT LAST PAY DT CANCEL DATE CANCELLED AMT CURRENT STATUS
245020374 DOE, JOHN M 03-03-06 46.71 10-19-09 46.71 BANKRUPTCY CHAPTER 13
110798022 DOE, JOHN M 10-09-06 28.26 10-19-09 28.26 BANKRUPTCY CHAPTER 13
113171728 DOE, JOHN M 12-05-06 451.75 10-28-09 451.75 BANKRUPTCY CHAPTER 7
117635074 DOE, JOHN M 11-03-06 48.38 10-19-09 48.38 BANKRUPTCY CHAPTER 13
227986718 DOE, JOHN M 09-30-04 93.25 10-21-09 93.25 BANKRUPTCY CHAPTER 13
288243456 DOE, JOHN M 03-18-04 700.00 10-27-09 700.00 BANKRUPTCY CHAPTER 7
836215721 DOE, JOHN M 03-26-04 443.25 03-18-05 10-20-09 59.25 BANKRUPTCY CHAPTER 13
877668011 DOE, JOHN M 09-30-04 75.00 10-21-09 75.00 BANKRUPTCY CHAPTER 13
877668122 DOE, JOHN M 09-30-04 75.00 10-21-09 75.00 BANKRUPTCY CHAPTER 13
895917458 DOE, JOHN M 09-30-04 108.00 10-27-09 108.00 BANKRUPTCY CHAPTER 7
897495327 DOE, JOHN M 09-30-04 186.01 10-20-09 186.01 BANKRUPTCY CHAPTER 7
897548021 DOE, JOHN M 01-28-05 194.75 10-21-09 194.75 BANKRUPTCY CHAPTER 13
936649528 DOE, JOHN M 01-28-05 902.26 10-06-09 902.26 BANKRUPTCY CHAPTER 7
950153998 DOE, JOHN M 12-05-05 883.33 02-13-06 10-21-09 648.00 BANKRUPTCY CHAPTER 7
973451498 DOE, JOHN M 08-01-05 64.00 10-19-09 64.00 BANKRUPTCY CHAPTER 13
985823478 DOE, JOHN M 09-02-05 212.79 10-19-09 212.79 BANKRUPTCY CHAPTER 13
996297784 DOE, JOHN M 10-03-05 46.71 10-19-09 46.71 BANKRUPTCY CHAPTER 13


CANCEL and RETURN REPORT - CLOSING DATE 11/1/2009







 


 
 
                   ABC Client          1234        11-03-09 


 
ACCOUNT NAME   ACCOUNT# HH ACCCOUNT# DATE ASSIGNED     LAST ACTIVITY     AMOUNT     
____________   ________   _____________   _____________   _____________ _______ 
 
NAME, 5      0807004663  527436 10-31-09          02-06-08          813.13   
NAME, 6        0808006475  555768      10-31-09    02-19-08        1,052.35   
NAME, 7        0808006989       654654 10-31-09  03-19-08          333.24   
NAME, 8        0808006395        234654 10-31-09          02-12-08        2,026.00   
NAME, 9        0807000802        321321 10-31-09          08-14-07        3,409.00   
NAME, 10       0808006553        657373 10-31-09          02-21-08        2,112.00   
NAME, 11  0807004649        878787 10-31-09  12-28-07        1,184.31   
NAME, 12  0808006881        141414 10-31-09       03-12-08          800.00   
NAME, 13  0808005724        576436 10-31-09  01-11-08          80.12   
NAME, 14   0808007389        554576 10-31-09          04-09-08          80.12   
NAME, 15   0807001178        643871 10-31-09  08-22-07       11,346.00   
NAME, 16   0807000322        123735 10-31-09       08-14-07        1,420.98   
NAME, 17  0808006795        468731 10-31-09          03-06-08          341.59   
NAME, 18   0808006742        321564 10-31-09  03-05-08          364.92   
NAME, 19   0808006762        123732 10-31-09  03-09-08          341.88   
NAME, 20   0808006864        654673 10-31-09          03-11-08        1,024.00   
NAME, 21   0808006270        357434 10-31-09  02-10-08        2,184.00   
NAME, 22   0808005906        354333 10-31-09  02-21-08          738.34   
NAME, 23   0807003750        134731 10-31-09          10-21-07        1,085.05   
NAME, 24   0807000220        321378 10-31-09          08-14-07        1,317.56   
NAME, 25   0807000113        123388 10-31-09          08-17-07          610.28   
NAME, 26   0808006003        235445 10-31-09          01-31-08        1,024.00   
 
 
            TOTAL NUMBER OF ACCOUNTS ASSIGNED:     26             PAGE NO. 2 
            TOTAL DOLLAR AMOUNT ASSIGNED:     $41,366.07 
 
             
 
 
 
                            SUMMARY OF STATISTICS BY AGE OF ACCOUNT 
                            --------------------------------------- 
 
                            CATEGORY        NUMBER         ASSIGNED 
 
                            UP TO  90                          0.00 
                            UP TO 180                          0.00 
                            UP TO 365           20         22177.20 
                            UP TO 730            6         19188.87 
                            OVER  730                          0.00 
                            _______________________________________ 
                                                26         41366.07 
 
 
 
            HARRIS & HARRIS, LTD. - HH 
            312-251-2300 







ASSIGN. AMT CURRENT BAL # OF ACCTS
964425.31 537528.26 17


CLIENT# NAME ASSIGN. DATE ASSIGN. AMT CURRENT BAL SOURCE
288546488 DOE, JOHN, M 03-03-06 4005.21 4005.21
354789248 DOE, JOHN, M 10-09-06 5600.00 600.00
563483728 DOE, JOHN, M 12-05-06 5959.31 5900.31
347895213 DOE, JOHN, M 11-03-06 482.00 0.00
225562349 DOE, JOHN, M 09-30-04 400.00 0.00
226678954 DOE, JOHN, M 03-18-04 7845.00 7800.00
564793564 DOE, JOHN, M 03-26-04 5263.12 0.00
534896324 DOE, JOHN, M 09-30-04 589754.20 500000.00
652379548 DOE, JOHN, M 09-30-04 295877.21 1505.00
325649728 DOE, JOHN, M 09-30-04 10258.31 10200.31
115672323 DOE, JOHN, M 09-30-04 25009.85 1010.85
535346827 DOE, JOHN, M 01-28-05 5006.48 6.48
789321456 DOE, JOHN, M 01-28-05 5790.10 5700.10
231645827 DOE, JOHN, M 12-05-05 883.33 800.00
223224558 DOE, JOHN, M 08-01-05 64.00 0.00
123596874 DOE, JOHN, M 09-02-05 2180.48 0.00
231585495 DOE, JOHN, M 10-03-05 46.71 0.00


ACTIVE ANALYSIS DETAIL - CLOSE DATE 11/1/2009


ACTIVE ANALYSIS SUMMARY - CLOSE DATE 11/1/2009
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5. COST (FEES) PROPOSAL 


The awarded vendor shall be paid as a professional firm on a performance-based arrangement 
and only from the receipt of recovered monies by the State or its assignee (such as a Trustee) 
for accounts identified and selected by the Controller’s Office and accepted by vendor.    


For purposes of this section, the following terms and definitions will be utilized: 


Amount Demanded: Pursuant to NRS 353C.135(1)(a), for debts in excess of $300, the debtor is 
required to pay costs and fees incurred to collect the debt in addition to the principal amount of 
debt owed to the State.  This is the total amount of money owed by the debtor after adding the 
SCO Fee and the Collection Fee to the Amount Placed. 


Amount Placed: The principal amount of debt owed by the debtor to the State which is placed 
for collection with a vendor.   


Collection Fee: The collection service fee, expressed as a percentage, added by the vendor to 
the Amount Placed and reflected in the demand letter sent to the debtor as the Amount 
Demanded.  This applies to debts in excess of $300.  See Table 1, Column B, for Collection Fee 
limits that will be accepted by SCO under this RFQ. 


SCO Fee: Pursuant to NRS 353C.135(1)(b), for debts in excess of $300, the Controller’s Office 
is authorized to collect a fee of 2% of the principal amount of debt.  The vendor is required to 
add the 2% SCO Fee to the Amount Placed prior to adding the Collection Fee. 


Vendor Fee: The amount of money retained by, or paid to, the vendor for monies actually 
recovered as a result of vendor’s collection services. This fee, expressed as a percentage, is 
derived from the corresponding, higher Collection Fee percentage added to the Amount Placed.  
See Table 1, Column C, for Vendor Fee limits that will be accepted by SCO under this RFQ. 


For debts up to $300, costs of collection shall not be collected from the debtor, see Section 
1.2.1.3, therefore, the maximum amount that the vendor may collect is the Amount Placed.  The 
vendor shall not add the SCO Fee or the Collection Fee to the Amount Placed but will instead 
deduct the Vendor Fee percentage from the amount collected.  See Table 4 for illustration. 


SCO will accept proposals within the fee limits set forth in Table 1 below for the Collection Fee 
and corresponding Vendor Fee.  The Vendor Fee is derived from the corresponding Collection 
Fee in accordance with standard industry practice utilized by collection agencies where the 
Collection Fee is added prior to collection efforts and the Vendor Fee is deducted after the debt 
is recovered.  Vendors may submit proposals based on either the Collection Fee or Vendor Fee, 
however, vendors must specify which fee-type is used.  For accounts up to $300, only the 
Vendor Fee is applicable. 


Harris & Harris has read, understands, and agrees to these terms. We are pleased to present 
the following contingent fee pricing structure to the State of Nevada.  
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Line Item  Total Recovery Amount  Collection Fee / Vendor Fee 


001 
Primary Collections


up to $300.00 
Vendor fee: 8.50% 


002 
Primary Collections
$300.01‐ $25,000.00 


Collection fee: 14.00% 
Vendor fee: 12.28% 


003 
Primary Collections


$25,000.01 and above 
Collection fee: 14.00% 
Vendor fee: 12.28% 


004 
Secondary Collections


up to $300.00 
Vendor fee: 16.50% 


005 
Secondary Collections
$300.01‐ $25,000.00 


Collection fee: 21.00% 
Vendor fee: 17.36% 


006 
Secondary Collections 
$25,000.01 and above 


Collection fee: 21.00% 
Vendor fee: 17.36% 


007  Tertiary Collections, all balances  – NO BID – 


008  Legal Collections 
Collection fee: 33.00%* 
Vendor fee: 24.81%* 


* With reimbursement to firm for non-exempt court costs in litigation and bankruptcy. 
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April 12, 2012 
 
Ms. Colleen Janes, Purchasing Officer 
State of Nevada, Purchasing Division 
515 E. Musser Street, Suite 300 
Carson City, NV  89701 
 
Re:  RFQ No. 2026 – Debt Collections 
 
Dear Ms. Janes: 
 
On behalf of the law firm of Linebarger Goggan Blair & Sampson, LLP (Linebarger Goggan) and O’Reilly 
Law Group, LLC, I am pleased to submit our Statement of Qualifications (SOQ) to provide collection 
services to the State of Nevada (State).  The proposal is provided in the four separately bound sections as 
required:  Part I: Minimum Qualifications; Part II: Technical SOQ; Part III: Cost (Fee) Proposal; and Part 
IV: Confidential Information. 
 
Per RFQ options, our firm has opted to update our previously submitted SOQ for RFQ No. 2016 and 
highlight any changes (in yellow) throughout the documents.  Minor updates – such as dates, amounts, 
etc. – will only show the new or revised information.  Explanations or strikethroughs will only be 
provided if the information is no longer applicable or if the change is extensive.  Only the change to the 
RFQ number has not been highlighted, per RFQ instructions. 
 
Linebarger Goggan and the O’Reilly Law Group provide a dynamic combination to deliver the desired 
end product for the State.  The track record of Linebarger Goggan as a multi-jurisdictional expert in 
collections work for 36 years nationwide, combined with the broad range of legal experience and services 
locally available through the O’Reilly Law Group with its 34 years of knowledge and awareness of the 
Nevada community, clearly distinguish us as unusually well-qualified for the job.  Our successful 
partnership can be seen through our representation of the Nevada State Controller’s Office since 2008.  
We would consider it an honor to continue our relationship with the State.  
 
Linebarger Goggan was founded in 1976 for the purpose of providing governmental entities with a level 
of legal and collection services that surpasses the industry standard.  We have merged the discipline of 
law with the business of debt collections, using highly sophisticated computer systems, sound and tested 
collection strategies, and our experienced attorneys and support personnel.  Our experience ranges from 
small cities, counties, and states, to some of the largest governmental entities in the country, including the 
states of California, Colorado, Illinois, Kansas, Pennsylvania, Ohio, Texas, Vermont, and Virginia, as well 
as the federal government.  In all, more than 2,200 governmental entities rely on Linebarger Goggan to 
collect their delinquent receivables. 
 
It is important to recognize the benefits of hiring a national law firm rather than a standard collection 
agency.  First, we are governed by the stringent ethical requirements promulgated by the Nevada 
Supreme Court (as in every state in which we practice).  Second, we can offer the State legal advice and 
litigation support on issues related to our collections, as well as the ability to pursue enforcement options 
involving litigation and post-judgment collection efforts upon request.  As a result, a letter from our law 
firm sends a clear message that a past due financial obligation cannot be ignored in the State of Nevada. 







 
 


COLORADO  •  DELAWARE  •  FLORIDA  •  ILLINOIS  •  MASSACHUSETTS  •  MICHIGAN  •  MISSOURI  •  OHIO  •  PENNSYLVANIA  •  TENNESSEE  •  TEXAS 


 
Our proven collection programs can be customized and scaled to meet your needs.  Our chief goal is 
client satisfaction.  Along with our technological resources, the State will also benefit from the human 
resources and legal experience offered by a national law firm whose focused practice is on governmental 
collections. We welcome the opportunity to work closely with you and your office to provide a tailored 
collection approach for the State. 
 
John F. O’Reilly and the O’Reilly Law Group, LLC, have a distinguished history of providing expert legal 
services to governmental and business sectors of the community and state.  Their skills and knowledge 
are a complementary fit with those of the Linebarger Goggan firm so that together we may offer the full 
range of collection and legal services contemplated in our proposal. 
 
As a Partner in the firm, I am authorized to make representations on behalf of Linebarger Goggan and 
will serve as the principal contact person for our firm throughout the proposal process.  John F. O’Reilly 
will serve as the alternate contact.  Our contact information is as follows: 
 


Barbara Williams, Partner John F. O’Reilly, Chairman/CEO 
Linebarger Goggan Blair & Sampson, LLP O’Reilly Law Group, LLC 
100 Throckmorton, Suite 300 325 South Maryland Parkway 
Fort Worth, TX  76102 Las Vegas, NV  89101 
Phone:  817/317-9511 Phone:  702/382-2500 
Fax:  817/877-0601 Fax:  702/384-6266 
barbara.williams@lgbs.com jor@oreillylawgroup.com 


 
We hope that, after reviewing this proposal, you will conclude that Linebarger Goggan proposes the most 
comprehensive services and best value for assisting the State with collection of their delinquent accounts. 
We appreciate your time and consideration, and we thank you for the opportunity to let you know more 
about the services and products we offer.  Should you have any questions or comments, please do not 
hesitate to contact me.   
 
Respectfully submitted, 
 
 
 
Barbara M. Williams  
Partner  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
[New letterhead was used] 
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Executive Summary 


 
Last year the law firm of Linebarger Goggan Blair & Sampson (Linebarger Goggan) managed more than $10 
billion in delinquent government receivables and generated approximately $1 billion in revenue for the federal 
government, states, counties, and municipalities. Augmenting tight budgets, these dollars were often the critical 
component in preserving essential services and delivering on promises made.  
 
Linebarger Goggan is pleased to respond to the State of Nevada’s (State) Request for Qualifications.  Throughout 
the four separate bound parts of this proposal, we provide the State with details regarding our customized 
collection program our advanced technology, our financial stability, and our overall abilities to provide the State 
with the best possible service. 
 


Experts in Collecting State Receivables 


Overview of Collection Services 
Linebarger Goggan is well-positioned to support the State's objectives with this new contract.  Linebarger 
Goggan has worked with government clients since 1976, adapting collection programs to their specific needs and 
developing new processes to best serve their clients’ interests.  
 
Linebarger Goggan offers the State a turnkey solution for collecting delinquent fees and fines.  Operational tasks 
include developing effective mailings, skip tracing, outbound call campaigns, payment processing, and 
providing information to the State via regular management reports and communication with the State’s 
personnel.  Our service will also include all equipment (hardware and software), telecommunications devices, 
insurance, and security services necessary to complete collections tasks.  Some of the collection program features 
of that we will continue to offer the State are: 
 


 customized work plans to improve collections 


 experienced attorneys to oversee all aspects of the 
collection operation 


 nationwide locator service to find missing delinquent 
account holders 


 customized bilingual collection letters that get the 
delinquent account holders’ attention 


 advanced telephone collection software to manage 
collection call campaigns 


 call centers with dedicated toll-free numbers staffed by professional collectors to work with delinquent 
account holders 


 payment processing procedures that comply with State requirements 


 bilingual collectors who are familiar with collection laws in all 50 states 


 regular performance reports approved by the State 
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 proprietary software and data processing technology to manage all aspects of the collection program 


 legislative support on matters pertaining to fines collection 


 pursuit of legal action pursuant to NRC353C, recordation of  judgments and execution on garnishments 
as appropriate 


 


Qualified Personnel 
Many of the firm’s employees have served either in public office or the public sector and fully understand the 
delicate balance that public servants face daily in providing quality programs while ensuring that everyone pays 
their fair share for these programs.   
 
Capital Partner Barbara Williams, a Nevada licensed attorney, oversees the current contract with the State, directs 
and manages the litigation for the State, provides legal opinions for the State and oversees governmental 
relations in the State of Nevada.  She will provide those same services for the new contract.  She also works with 
the City of Las Vegas in its delinquent receivable collections and is the managing attorney of the firm’s Las Vegas 
satellite office.   
 
Capital Partner Michael E. Scoliere has extensive experience in collecting state portfolios, including our current 
contract with the State of Nevada.  He currently directs and manages the state collection contracts for the states of 
Ohio, Kansas, Oklahoma, Pennsylvania, California, and Vermont and the operations component of the Nevada 
contract. 
 
Attorney John O’Reilly will be providing local counsel for the firm from his Las Vegas, Nevada-based business, 
O’Reilly Law Group.  Mr. O’Reilly currently works with Ms. Williams and the team on the current Nevada 
contract with Linebarger Goggan.  We will continue to look toward his expertise for the next contract. 
 


Experience with State & Local Debt Portfolios 
The law firm has extensive experience in collecting a diverse portfolio of state and local debts.  Linebarger 
Goggan currently represents the states of Nevada, Arizona, California, Colorado, Delaware, Illinois, Iowa, 
Kansas, Michigan, North Carolina, Ohio, Oklahoma, Oregon, Pennsylvania, Texas, Vermont, and Virginia in the 
collection of receivables ranging from state income, business and sales and use taxes to highway tolls, 
unemployment benefits, child support, lottery, environmental fees, and other government receivables.    
 
We represent 475 government clients in the collection of various delinquent fees and fines, including court fines, 
parking fees, traffic violations, emergency medical/ambulance services, quality of life, and other fines.  In 
addition, we also represent 1,748 local governments in the collection of delinquent property taxes.  We fully 
understand the need for confidentiality and security through all stages of the collection process as well as the 
need to treat all delinquent account holders respectfully. 
 


Advice & Counsel 
In addition to the firm’s collection services, Linebarger Goggan attorneys routinely provide clients with legal 
counsel on collection matters and keep them apprised of changes in the law that may affect their collection 
processes.  Because of their extensive legal training, continuing education, and experience, they can evaluate and 
interpret the vast and complex maze of federal and state statutes, regulations, court decisions, and administrative 
rulings that govern the collection of delinquent receivables.   
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Legal Services 
As a law firm, Linebarger Goggan is well poised to handle accounts that require litigation in order to effect 
collection.  The firm files thousands of lawsuits each year associated with its collection activities.  It has proven to 
be extremely complementary to the call and letter campaigns, as well as being an effective stand-alone collection 
tool. 
 
A litigation campaign also lends vital credibility to the 
collection process and makes the demand letter and telephone 
contact programs more effective.  Consequently, we 
developed a highly effective litigation program to support our 
collection efforts.  Accounts that meet the appropriate criteria 
and have the approval of the State will be targeted for 
litigation and handled by one of our attorneys licensed in 
Nevada.  
 
The most important distinction between the firm’s collection 
services and those of a standard collection agency is that time 
and information and, more importantly, control are not lost due to outsourcing accounts to a law firm.  
Linebarger Goggan’s licensed attorneys are able to begin litigation immediately upon receiving the necessary 
approval from the client.   
 
Our collection program is more effective when we educate delinquent account holders on the consequences of 
disregarding their financial obligations, such as the sale of their property, garnishment of wages, and the 
imposition of any applicable penalties, interest, court costs, and attorneys’ fees.  When appropriate and approved 
in writing by the State, Linebarger Goggan will: 
 


 initiate NRC 353C actions and obtain judgments 


 record judgments and liens 


 prepare  wage and bank garnishment summons, turnover orders, etc., in accordance with applicable laws 
and local court rules 


 institute foreclosures/seizures where applicable and as instructed by the client 


 negotiate settlements and deferred payment plans with delinquent account holders in accordance with the 
State’s guidelines 


 
While we vigorously pursue all lawsuits we file, we will also try to make every possible opportunity available to 
the delinquent account holders to pay their obligations and avoid any additional inconveniences and fees.   
 


Best Practices Approach 
Linebarger Goggan offers customized, technically advanced collection methods that have performed successfully 
for our clients for 36 years.  Our collection programs feature: 
 


 Client responsiveness and team flexibility—We listen to our clients and tailor our approach to meet or exceed 
their goals.  Our clients continually choose us over our competitors. 
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 Proven, experienced leadership and management—Our partners and managers instill a positive, 
professional, and demanding work ethic.  Our management team recognizes and rewards performance that 
rises above industry standards. 


 Trained collector work force—We train our collectors to use a collaborative, sensitive, yet firm approach 
when contacting delinquent account holders.  This approach has proven to be a highly successful method of 
eliciting the maximum response from delinquent account holders. 


 Enhanced technology—We use our enhanced, collector-friendly computer systems, along with the latest in 
telecommunications technology.  Using these systems, our collectors can easily make personal contact with 
the delinquent account holder and inform them that a law firm is contacting them, which is key to our 
success.  We also maintain online access to all nationally available information sources. 


 Regulatory awareness and compliance—Our regular compliance training ensures that our managers and 
collectors remain current on all federal/state laws and regulations governing the collections industry. 


 
Linebarger Goggan is a member of the U. S. Conference of Mayors’ Business Council and a Platinum Partner of 
USCM—a designation earned through the award of three public-private partnership awards over the span of six 
years.  The former USCM President Mayor Douglas Palmer stated,  “any business that earns three public-private 
partnership awards with USCM has to be doing something right.”  In 2010 we received a fourth award. Our collection 
programs with the cities of Port Arthur (2010), Houston (2007), Chicago (2004) and Dallas (2001) have garnered 
three Outstanding Achievement Awards and one Award for Excellence in recognition of our efforts to develop 
innovative collection programs. We are the only four-time award winner in the 75-year history of USCM. 
 
We are members of the American Collectors’ Association in several states, which also grants our law offices with 
membership in ACA International.  We are also corporate members of the National Association of Counties.  In 
addition, we actively participate in a multitude of other organizations in order to support our clients and their 
various public interest and educational opportunities. 
 


Benefits to the State 
Our comprehensive collection program offers the State several benefits:  
 


 We are licensed and/or authorized to collect in all 50 states as well as U.S. territories.    


 As a law firm, any litigation approved by the State will be seamlessly integrated into our collection program. 


 We received our National Institute of Standards and Technology (NIST) Compliant Certification and 
Accreditation, ensuring the State the highest level of security in all data-processing transactions.  


 We consistently perform in the top tier in competitive state contracts. 
 


Current Representation Means No Lost Revenue for the 
State 
Linebarger Goggan is already under contract with the State and is already accepting payments, updates and 
submitting remits and reports.  
 
Continuing to contract with Linebarger Goggan will avoid any loss of time and the expense normally associated 
with the programming and training required for a new vendor. Not to mention the loss of revenue that will 
naturally result from the period of time required for a new vendor to implement a new collection program. 
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Seamless Uninterrupted Collection Revenue 
 The collection team in place and already collecting delinquent receivables for the State will transition seamlessly 
into the new contract cycle with no disruption of State services and without requiring any State staff time for 
training, programming, letter approvals, or any of the other implementation tasks normally associated with 
contracting with a new vendor. 
 
Because our firm and the State IT staff have already completed the necessary work required to transition to the 
State’s system, a continued partnership with Linebarger Goggan would eliminate the gap in service between 
contract signing and the collection program becoming fully operational. The gap time that will inevitably occur 
while bringing a new vendor up to speed will eat up State staff hours and delay revenue from reaching the 
State’s bank accounts.  
 


Linebarger Goggan Advantage 
 Delinquent account holders generally perceive the collection notices and phone calls from a law firm as being 


more serious than other collection efforts.  As such, Linebarger Goggan generally gets better results than 
those of a typical collection agency. 


 As a law firm, we can advise a client on collection laws/issues and provide legal representation/services 
when needed. 


 We must operate under a higher standard of professional conduct than ordinary collection agencies when 
performing all collection operations, as law firms must adhere to the stringent ethical requirements 
promulgated by the Supreme Court of every state in which they practice. 


 Because of education, training, and experience, our attorneys are well positioned to evaluate and interpret 
the vast and complex maze of federal and state statutes, regulations, court interpretations, and administrative 
determinations that govern the collection of delinquent receivables throughout the nation.   


 Law firms can offer both judicial and administrative wage garnishment services as part of an integrated 
collection program.  


 


Pursue All Receivables 
We analyze each debt portfolio in order to determine the most effective means for collecting the delinquency and 
then develop a work plan, which helps us maintain our target collections.  Our collection managers will perform 
an initial risk assessment on our collection accounts.  Once collection activities begin, supervisory personnel do 
additional risk assessment and constantly monitor the portfolio for changes. 
 
Linebarger Goggan will actively pursue collection on all accounts both in and outside the State of Nevada that 
are referred by the State.  The firm will work diligently to collect on all accounts as long as they remain with the 
law firm regardless of age, amount or type of debt.  The law firm can effect collections in all 50 states and U.S. 
territories. 
 
It is understood that a referring agency may recall an account at any time for a legitimate reason.  At that point, 
the law firm will immediately cease all collection efforts on the account.  The law firm will also cease collection 
efforts on any accounts that it identifies as being in bankruptcy.  Accounts in bankruptcy will be documented 
(filing date, docket number, name and address of court where petition was filed, and the contact information for 
the delinquent account holder's bankruptcy attorney) and turned over to the State. 
 
[Conclusion summary at the end of the Executive Summary has been deleted to limit this section to five pages.] 
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State Documents  


 
As required in the State of Nevada (State) RFQ, the following information is provided in this section by 
Linebarger Goggan Blair & Sampson, LLP (Linebarger Goggan): 
 


 Page 1 of the RFP 


 Signed Amendment 1      


 RFP Attachment A: Confidentiality of SOQs and Certification of Indemnification 


 RFP Attachment B: Certification of Compliance with Terms and Conditions of RFQ 


 RFP Certificate Regarding Lobbying 


 W-9 Form 


 Insurance certificates 


 Registration with Nevada Secretary of State and Certificate of Existence with Status of Good Standing 


 Responses to RFP Section 4: Company Background & References (includes 4.1, 4.2.1 and 4.2.2) 
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Linebarger Goggan Blair & Sampson, LLP 


100 Throckmorton, Suite 300         Fort Worth                 TX            76102  


  817   877-4589     817   877-0601 


barbara.williams@lgbs.com 


Barbara Williams, Partner 


120 
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Linebarger Goggan Blair & Sampson, LLP 
 


 
Partner     







 


 


 


 


Minimal Qualifications in Response to RFQ No. 2026 for the State of Nevada Controller’s Office     |     State Documents     |     8 


 


Linebarger Goggan Blair & Sampson, LLP 
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Linebarger Goggan Blair & Sampson, LLP 


  


        1.2.32   8                    Linebarger Goggan is not offering forensic investigation services 
 
        1.2.38.13   12                   Linebarger Goggan is not offering bankruptcy services 
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Linebarger Goggan Blair & Sampson, LLP 


    State of Nevada Request for Proposal for Debt Collections (RFQ No. 2026) 
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4. Company Background & References 
For ease of review, each table and/or question from Section 4 of the State’s RFQ is duplicated on the following 
pages and responses provided.  We can provide any further requested information at a later date. 
 


4.1 Vendor Information  
4.1.1 Vendors must provide a company profile in the table format below. 


 


Question Response 


Company name: Linebarger Goggan Blair & Sampson, LLP 


Ownership (sole proprietor, partnership, 


etc.): 


Partnership:  There is no parent company, subsidiaries, 


affiliates, or other entities with any ownership interest in 


the law firm. 


State of incorporation: Texas 


Date of incorporation: January 1976 


# of years in business: 36 years 


List of top officers: Ownership of the law firm is held exclusively by the 


capital partners of the law firm, all of whom are licensed 


attorneys actively engaged in the practice of law.  A list of 


our capital partners/owners is provided below.  


 David G. Aelvoet 


 Gary B. Bennett 


 John Bolster 


 Phillipa L. Bowers 


 Brian E. Brown 


 Lucy G. Canales 


 Paul D. Chapa 


 Kevin D. Chester 


 Michael W. Deeds 


 John Dillman 


 Clifton F. Douglass III 


 Scott D. Wylie 


 F. Duane Force 


 Richard Hill 


 Glenna Hodge 


 Sharon Humble 


 Jim L. Lambeth 


 Glenn O. Lewis 


 Edward Lopez Jr. 


 Clayton E. Mayfield 


 Stephen T. Meeks 


 Catherine A. Murray 


 Norman J. Nelson 


 Ken Oden 
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Question Response 


 Carmen I. Perez 


 Kent M. Rider 


 DeMetris A. Sampson 


 Michael E. Scoliere 


 Glenn E. Smith Jr. 


 Leah L. Stolar 


 Charles A. “Chip” Sutton 


 Michael T. Vallandingham 


 H. Elizabeth “Beth” Weller 


 Barbara M. Williams 


Location of company headquarters: Austin, Texas 


Location(s) of the company offices: Linebarger Goggan has 44 offices throughout the country 


in the following locations.  Our satellite offices are denoted 


with asterisks; attorneys are available at those locations by 


appointment. 


 Alice, Texas* 


 Arlington, Texas* 


 Austin, Texas 


 Beaumont, Texas 


 Brownsville, Texas 


 Brownwood, Texas* 


 Chicago, Illinois 


 Conroe, Texas 


 Corpus Christi, Texas 


 Corsicana, Texas 


 Dallas, Texas 


 Denver, Colorado 


 Detroit, Michigan 


 Dublin, Ohio 


 Edinburg, Texas 


 El Paso, Texas 


 Fort Stockton, Texas* 


 Fort Worth, Texas 


 Greenville, Texas* 


 Harrisburg, Pennsylvania* 


 Houston, Texas 


 Jacksonville, Florida 


 Kansas City, Missouri 


 Kaufman, Texas* 


 Laredo, Texas* 


 Las Vegas, Nevada* 


 Livingston, Texas* 


 Longview, Texas 


 Lufkin, Texas 
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Question Response 


 Memphis, Tennessee 


 Miami, Florida 


 Odessa, Texas 


 Orange, Texas* 


 Philadelphia, Pennsylvania 


 Richmond, Texas 


 Richmond, Virginia 


 Rockwall, Texas* 


 San Antonio, Texas 


 Sherman, Texas* 


 Texas City, Texas 


 Tyler, Texas 


 Victoria, Texas 


 Waco, Texas 


 Waxahachie, Texas 


 Wilmington, Delaware 


Location(s) of the office that will provide 


the services described in this RFQ: 


Contract management:  Fort Worth, Texas  (100 


Throckmorton, Ste. 300, Fort Worth, TX 76102) 


 


Daily collections/call center duties and added contract 


support:  Dublin, Ohio (5080 Tuttle Crossing Boulevard, 


Suite 340, Dublin, OH  43016) 


 


Information technology:  San Antonio, TX (900 Arion 


Parkway, Ste. 104, San Antonio, TX  78216) 


 


Local counsel:  John O’Reilly:  O’Reilly Law Group, Las 


Vegas (325 South Maryland Parkway, Las Vegas, NV 


89101) 


Number of employees located in Nevada 


with the expertise to support the 


requirements identified in this RFQ: 


Barbara Williams, the proposed project manager for this 


State contract, manages our Las Vegas satellite office.  


Although she generally works from Fort Worth, she is 


available to come to Las Vegas at any time deemed 


necessary by the State for meetings, updates, etc.  Ms. 


Williams currently manages the firm’s Nevada contract. 


 


John O’Reilly, the firm’s local counsel, currently works 


with the firm and Ms. Williams on the Nevada contract.  


Mr. O’Reilly’s law firm is located in Las Vegas. 


Number of employees nationally with the 


expertise to support the requirements in 


this RFQ: 


Nationwide, we have more than 1,200 employees, which 


includes 300 collectors, all of which are knowledgeable in 


the collection of delinquent receivables on some level.  


 


Our Dublin Call Center, consisting of 32 highly trained 
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Question Response 


collectors manages all of the firm’s state-level collections.  


The average collection experience for this Dublin 


collection team is more than 13 years.  Ted Angel, 


Dublin’s Director of Collections, and Michael Scoliere, the 


Managing Partner for our Dublin office, both bring more 


than two decades of collection experience to the team. 


 


Most client accounts are pooled and handled by the entire 


call center staff to assure more efficient handling and quick 


response times for all accounts.  All collectors participate 


in outbound call campaigns to assure maximum coverage.  


Every member on the collection floor team will be 


available during their shift to work inbound State calls to 


assure that they are handled promptly. 


  


This organizational structure allows us to assign various 


job functions across a large pool of highly qualified 


employees, all of whom are available and responsible for 


handling collection matters on this project.  It is our intent 


to provide the full gamut of resources and personnel 


necessary to meet and exceed the State’s expectations. 


 


All campaigns are discrete collection efforts and pooled 


accounts are client-specific.  No account data from one 


client is mingled with another client's information.  


Location(s) from which employees will 


be assigned for this project: 


Barbara Williams, Partner, Project Manager – Fort Worth, 


TX 


Michael Scoliere, Partner, Contract Support – Dublin, OH 


Ted Angel, Collections Manager – Dublin, OH 


Rich Pachecano, Director of IT Fees & Fines – San 


Antonio, TX 


Rick Haass, Chief Technology Officer – San Antonio, TX 


John O’Reilly, Local Counsel – Las Vegas, NV 


 


Resumes for each of these key proposed project members 


are provided at the end of this document. 


 


4.1.2 Please be advised, pursuant to NRS 80.010, incorporated companies must register with the State 


of Nevada, Secretary of State’s Office as a foreign corporation before a contract can be executed 


between the State of Nevada and the awarded vendor, unless specifically exempted by NRS 80.015. 


 


4.1.3 The selected vendor, prior to doing business in the State of Nevada, must be appropriately 


licensed by the State of Nevada, Secretary of State’s Office pursuant to NRS76.  Information regarding 


the Nevada Business License can be located at http://sos.state.nv.us.  



http://sos.state.nv.us/
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Question Response 


Nevada Business License Number: Nevada Business ID:  NV20061774427 


Certificate Number: C20111017-1075 


Legal Entity Name: Linebarger Goggan Blair & Sampson, LLP 


 


Is “Legal Entity Name” the same name as vendor is doing business as? 


 


Yes X No  


 


If “No”, provide explanation. 


 


4.1.4 Vendors are cautioned that some services may contain licensing requirement(s).  Vendors shall 


be proactive in verification of these requirements prior to SOQ submittal.  SOQs that do not contain the 


requisite licensure may be deemed non-responsive. 


 


4.1.5 Has the vendor ever been engaged under contract by any State of Nevada agency? 


 


Yes X No  


 


If “Yes”, complete the following table for each State agency for whom the work was performed.  Table 


can be duplicated for each contract being identified. 


 


Question Response 


Name of State agency: Nevada Controller’s Office 


State agency contact name: Joyce Ponte-Accountant Technician I 


Dates when services were performed: September 2008 – ongoing (contract end August 2012) 


Type of duties performed: Providing legal opinions for the State, pursuing and obtaining 


judgments on behalf of the State, obtaining and executing on 


writs of execution and garnishments on behalf of State 


Total dollar value of the contract: Not to exceed $3,000,000 


 


4.1.6 Are you now or have you been within the last two (2) years an employee of the State of Nevada, 


or any of its agencies, departments, or divisions? 


 


Yes  No X 


 


If “Yes”, please explain when the employee is planning to render services, while on annual leave, 


compensatory time, or on their own time? 


 


If you employ (a) any person who is a current employee of an agency of the State of Nevada, or (b) any 


person who has been an employee of an agency of the State of Nevada within the past two (2) years, and 


if such person will be performing or producing the services which you will be contracted to provide 
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under this contract, you must disclose the identity of each such person in your response to this RFQ, 


and specify the services that each person will be expected to perform. 


 


4.1.7 Disclosure of all alleged prior or ongoing contract failures, contract breaches, any civil or 


criminal litigation or investigation pending which involves the vendor or in which the vendor has been 


judged guilty or liable within the past six (6) years. 


 


Yes X No  


 


If “Yes”, please provide the following information.  Table can be duplicated for each issue being 


identified. 


 


 


Question Response 


Date of alleged contract failure or breach: October 27, 2005 


Parties involved: Kenneth A. McCready vs. Daniel Becker, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Credit Reporting Act violation by obtaining a 


credit report incident to collecting a judgment for the City 


of Chicago 


Amount in controversy: $5,710.00 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Central District of Illinois, 


Urbana Division 


Civil Action No. 05-


2141 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: December 27, 2005 


Parties involved: Kenneth A. McCready v. Linebarger Goggan Blair & 


Sampson, LLP, a Texas Limited Liability Partnership, et 


al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Credit Reporting Act violation by obtaining a 


credit report incident to collecting a judgment for the City 


of Chicago 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Northern District of Illinois, 


Eastern Division 


Civil Action No. 2:06-


C-04884 


Status of the litigation: Closed 
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Question Response 


Date of alleged contract failure or breach: May 26, 2005 


Parties involved: Albert B. Crane, Jr. v. Linebarger Goggan Blair & 


Sampson, LLP, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged conversion of interest in real property resulting 


from a tax sale 


Amount in controversy: $150,000 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


District of Pennsylvania 


Civil Action No. 05-


2506 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: January 3, 2006 


Parties involved: Robert Pfluger v. Linebarger Goggan Blair Sampson , 


LLP, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged fraud and civil rights violations arising from 


erroneously sending a letter to collect a judgment 


Amount in controversy: $2,000,000 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
Circuit Court of Illinois, 


Winnebago County 


Cause No. 06L3 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: November 4, 2005 


Parties involved: Robert Wightman-Cervantes vs. Bridget Annette Moreno, 


et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act and Civil 


Rights Act violations arising from efforts to collect a $221 


fine 


Amount in controversy: $250,000 


Resolution or current status of the dispute: Settled and dismissed. 


If the matter has resulted in a court case: Court Case Number 
285th Judicial District Court of 


Bexar County, Texas 


Cause No. 2006-CI-


3630 


Status of the litigation: Closed 
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Question Response 


Date of alleged contract failure or breach: April 26, 2006 


Parties involved: Louis Parker v. Linebarger, Goggan Blair & Sampson, 


LLP, A Texas Limited Liability Partnership 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act violation 


arising from sending a collection letter to the debtor after 


the debtor had legal representation 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Northern District of Illinois, 


Eastern Division 


Cause No. 06C-2346 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: March 9, 2006 


Parties involved: Houston Independent School District v. Michael Francis 


Palma v. Jim Robinson, Harris County Appraisal District, 


et al  


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Delinquent tax suit with pro se third-party claim alleging 


fraud by the firm 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Judgment for school district; third-party claim dismissed 


If the matter has resulted in a court case: Court Case Number 
61st Judicial District Court of 


Harris County, Texas 


Cause No. 2006-14382 


Status of the litigation: On appeal 


 


Question Response 


Date of alleged contract failure or breach: April 20, 2006 


Parties involved: Nicholas Howlett v. Seawest Financial Corp., d/b/a 


Seawest Acceptance, Inc., et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged fraud, fraudulent concealment, interference with 


credit expectancy, libel, civil conspiracy, breach of 


contract and rescission arising out of the firm’s mailing of 


a collection letter on a credit card account 


Amount in controversy: $75,000 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
Circuit Court of the City of St. Cause No. 064-00732 
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Question Response 
Louis, 22nd Judicial District 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: May 2, 2006 


Parties involved: Brookewood Investments Co., L.L.C. v. Sixty-Three 


Twenty-Four Chef Menteur Highway L.L.C, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged unconstitutional collection of penalties and 


interest on ad valorem taxes 


Amount in controversy: $300,000 


Resolution or current status of the dispute: Plaintiff's claim against the firm dismissed 


If the matter has resulted in a court case: Court Case Number 
Civil District Court for the 


Parish of Orleans, State of 


Louisiana, Division "N" 


Cause No. 2006-1669 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: April 24, 2006 


Parties involved: Zion Church of God In Christ and B.M. Oakley Devel. 


Corp. v. City of Philadelphia, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Declaratory judgment seeking tax exemption for real 


property 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
Court of Common Pleas, 


Philadelphia County, Trial 


Division 


Case No. 003072 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: September 30, 2006 


Parties involved: David Ehrich v. Linebarger Goggan Blair & Sampson, 


LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act violation 


arising from actions to collect a delinquent account 


Amount in controversy: Statutory damages 
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Question Response 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Eastern District of New York 


Civil Action No. 06-


CV-5077 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: December 18, 2006 


Parties involved: Kathleen Ramirez v. Linebarger Goggan Blair & 


Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act violation 


arising from collection of delinquent account 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Eastern District of New York 


Civil Action No. 06-


6658 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: December 29, 2006 


Parties involved: Sixty-Three Twenty-Four Chef Menteur Highway, L.L.C. 


v. City of New Orleans, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Federal Civil Rights Act violation arising out of 


collection of penalties and interest on delinquent ad 


valorem taxes 


Amount in controversy: $200,000 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Eastern District of Louisiana, 


New Orleans Division 


Civil Action No. 06-


11408 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: February 1, 2007 


Parties involved: Lupe Villarreal v. Harris County, Texas, Houston 


Independent School District, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


Alleged wrongful sale of real property in satisfaction of 


judgment for ad valorem taxes 
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Question Response 


services involved: 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
County Civil Courts at Law of 


Harris County, Texas 


Cause No. 884,634 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: March 26, 2007 


Parties involved: Capital One, FSB v. Mona Long, et al v. Linebarger 


Goggan Blair & Sampson, LLP, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Counterclaim for alleged breach of contract, fraudulent 


misrepresentation, Colorado Fair debt Collection Practices 


Act violation, invasion of privacy and intentional 


infliction of emotional distress. 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
District Court, Pitkin County, 


Colorado 


Cause No. 07-CV-36 


 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: April 12, 2007 


Parties involved: William Schweitzer, Jr. v. Linebarger Goggan 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Misrepresentation of information and negligent supplying 


false information incident to collecting an account owed to 


the Commonwealth of Pennsylvania 


Amount in controversy: $750.00 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
Magisterial District Court 05-2-


06, County of Allegheny, 


Commonwealth of 


Pennsylvania 


Cause No. CV-333-


07 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: April 30, 2007 


Parties involved: Harris County, et al v. Jose De La Cruz Iraheta, et al v. 


Linebarger Goggan Blair & Sampson, LLP, et al 


Description of the contract failure, Alleges the firm wrongfully filed a suit to collect 
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Question Response 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


delinquent ad valorem taxes, negligence, wrongful 


prosecution, breach of fiduciary duty, denial of civil rights   


Amount in controversy: More than $25,000 


Resolution or current status of the dispute: Suit is abated 


If the matter has resulted in a court case: Court Case Number 
125th Judicial District Court of 


Harris County, Texas 


Cause No. 2007-


25798 


Status of the litigation: Abated 


  


Question Response 


Date of alleged contract failure or breach: May 9, 2007 


Parties involved: Fidelity National Title Insurance Company v. Linebarger 


Goggan Blair & Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Negligent representation of information regarding sale of 


property for delinquent ad valorem taxes causing plaintiff 


to pay on a policy of title insurance 


Amount in controversy: $50,000 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
Court of Common Pleas of 


Philadelphia County, 


Pennsylvania, Trial Division 


Case No. 1642 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: May 11, 2007 


Parties involved: Krista Wise v. Linebarger Goggan Blair & Sampson, LLP, 


et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act, Connecticut 


Creditors' Collection Practices Act, and Connecticut 


Consumer Collection Agency Act violations arising from 


efforts to collect a debt 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


District of Connecticut 


Case No. 3:07-CV-


00745-RNC 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: May 23, 2007 


Parties involved: Humberto Diaz v. Javier Alverez, et al 
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Question Response 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Pro se suit alleging 230 years of jurisprudence fraud, 


bribery, extortion, perjury, collusion, and racketeering 


Amount in controversy: $2,000,000 from each defendant 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Western District of Texas, El 


Paso Division 


Civil Action No. EP-


07-CA-175 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: May 23, 2007 


Parties involved: Prayer & Faith Temple Church of God in Christ v. 


Charles E. Thomas, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Quiet title action seeking to obtain tax exemption on real 


property 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
Court of Common Pleas 


Philadelphia County, 


Pennsylvania 


Cause No. 2371 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: June 7, 2001 


Parties involved: Sean Kerns v. Linebarger Goggan Blair & Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act violation and 


invasion of the right to privacy based on letter erroneously 


sent to plaintiff 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and was dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


District of Colorado 


Case No. 1:07-CV-


1206-MSK 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: June 18, 2007 
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Question Response 


Parties involved: Abel Franquez, et al v. Chase Manhattan Bank, USA, 


N.A., a Corporation, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged California Consumer Credit Reporting Agencies 


Act violation for reporting false derogatory information 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
Superior Court of the State of 


California for the County of 


Los Angeles 


Case No. BC372932 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: July 17, 2007 


Parties involved: Marie Johnson and Eugene Lamothe v. City of New 


Orleans, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged wrongful sale of real property to pay judgment for 


ad valorem taxes 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Eastern District of Louisiana 


Civil Action No. 07-


3752 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: July 25, 2007  


Parties involved: Odon Peña v. Capital One Bank, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violations of Texas Finance Code together with 


usury and negligence arising from efforts to collect a 


delinquent credit card account 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
American Arbitration 


Association 


Case No. 70 148 475 


07 


Status of the litigation: Closed 


  


Question Response 
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Question Response 


Date of alleged contract failure or breach: July 25, 2007 


Parties involved: Juan F. Rodriguez v. Capital One Bank, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violations of Texas Finance Code together with 


usury and negligence from efforts to collect a delinquent 


credit card account 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
American Arbitration 


Association 


Case No. 70 148 476 


07 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: August 7, 2007 


Parties involved: Pete Gotcher and All Others Similarly Situated in the 


United States v. Linebarger Goggan Blair & Sampson, 


LLP, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged fraudulent collection of abstract or title search 


fees incurred incident to identifying necessary parties for a 


delinquent ad valorem tax suit 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
60th Judicial District Court of 


Jefferson County, Texas 


Cause No. B179,762 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: September 7, 2007 


Parties involved: Deran Zdan v. Harris County Tax Assessor-Collector 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged breach of contract with tax collector 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Judgment for defendants; Case closed 


If the matter has resulted in a court case: Court Case Number 
164th Judicial District Court, 


Harris County, Texas 


Cause No. 2007-


57901 


Status of the litigation: Closed 


 


Question Response 
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Question Response 


Date of alleged contract failure or breach: October 5, 2007 


Parties involved: Mike Valentine, and All Others Similarly Situated in the 


United States v. Linebarger, Goggan, Blair & Sampson, 


LLP. et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged fraudulent collection of abstract or title search 


fees incurred incident to identifying necessary parties for a 


delinquent ad valorem tax suit 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
69th Judicial District Court, 


Harris County, Texas 


Cause No. 2007-


61866 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: October 22, 2007 


Parties involved: James T. Schwantes v. Jacques A. Machol, Jr., et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act violation 


arising from efforts to collect a debt 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
District Court, 18th Judicial 


District of Arapahoe County, 


Colorado 


Cause No. 2007-CV-


2180 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: October 12, 2007 


Parties involved: Jennifer H. Masar v. Linebarger Goggan Blair & 


Sampson, LLP, et al  


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violations of Fair Debt Collection Practices Act 


and various other statutes arising out of efforts to collect a 


debt 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
419th Judicial District Court, 


Travis County, Texas 


Cause No. D-1-GN-


07-003506 


Status of the litigation: Closed 
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Question Response 


Date of alleged contract failure or breach: July 9, 2007 


Parties involved: Boris Twain Clewis v. Scott K. Boates, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violation of 11 U.S.C. §362 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Northern District of Texas, 


Abilene Division 


Civil Action No. 


1:07-mc-00006 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: December 6, 2007 


Parties involved: A. Mihadas/DBA Meineke Discount Mufflers v. 


Linebarger Goggan Blair & Sampson, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged use of illegal collection practices and falsified 


statements incident to collecting company sales taxes 


Amount in controversy: $1,895.90 


Resolution or current status of the dispute: Judgment for defendants 


If the matter has resulted in a court case: Court Case Number 
District Court 06-1-02, Erie, 


Pennsylvania 


Docket No. CV-


0000538-07 


Status of the litigation: Closed 


 


 Question Response 


Date of alleged contract failure or breach: December 6, 2007 


Parties involved: Athanasos Mihadas v. Linebarger Goggan Blair & 


Sampson, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged use of illegal collection practices and falsified 


statements incident to collecting personal state income 


taxes 


Amount in controversy: $1,895.90 


Resolution or current status of the dispute: Judgment for defendants 


If the matter has resulted in a court case: Court Case Number 
District Court 06-1-02, Erie, 


Pennsylvania 


Docket No. CV-


0000539-07 


Status of the litigation: Closed 
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Date of alleged contract failure or breach: March 4, 2008 


Parties involved: American Research Foundation v. Jacques A. Machol, Jr, 


.et  al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged breach of contract to pay for serving process in 


suits 


 


Amount in controversy: $5,120.00 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
Small Claims Court, Denver 


County, Colorado 


Case Number 


08S00348 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: January 16, 2008 


Parties involved: Ralph Johnson, et al v. Linebarger Goggan Blair & 


Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act violation based 


on letters seeking payment of court fees 


Amount in controversy: Less than $5,000,000 


Resolution or current status of the dispute: Judgment for defendant; case closed 


If the matter has resulted in a court case: Court Case Number 
Circuit Court of the Twentieth 


Judicial Circuit in and for Lee 


County, Florida 


Class Action 


Complaint Case No. 


08-CA-1334 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: February 8, 2008 


Parties involved: Vincent Ryan a/k/a Vince Ryan v. Linebarger Goggan 


Blair & Sampson, LLP; et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged wrongful discharge and quantum merit by former 


firm attorney 


 


Amount in controversy: $7.5 million 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
59th Judicial District Court, 


Harris County, Texas 


Docket No. 2008-


8158 


Status of the litigation: Closed 







 


 


 


 


Minimal Qualifications in Response to RFQ No. 2026 for the State of Nevada Controller’s Office     |     State Documents     |     38 


 


Question Response 


Date of alleged contract failure or breach: February 15, 2008 


Parties involved: Canal/Claiborne v. Real Estate Tax Group, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Suit sought a declaratory judgment that interest and 


penalties on ad valorem taxes were unconstitutional 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
Civil District Court for the 


Parish of Orleans, Division I-


14, State of Louisiana 


Case No. 08-1726 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: June 9, 2008 


Parties involved: Guillermo Garcia v. LVNV Funding, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act violations 


incident to collecting a credit card account 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Judgment for defendants; case closed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Western District of Texas, 


Austin Division 


Cause No. A-08-CA-


514-LY 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: June 5, 2008 


Parties involved: Guochun Xie vs. Matz Land Transfer Services, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Plaintiff sought recovery of multiple tax payments on real 


property 


 


Amount in controversy: $1,051.61 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
Philadelphia Municipal Court, 


First Judicial District of 


Pennsylvania 


Cause No. SC-08-06-


05-3812 


Status of the litigation: Closed 







 


 


 


 


Minimal Qualifications in Response to RFQ No. 2026 for the State of Nevada Controller’s Office     |     State Documents     |     39 


 Question Response 


Date of alleged contract failure or breach: April 23, 2008 


Parties involved: Juanita Hogg v. Linebarger Goggan Blair & Sampson, 


LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Texas Finance Code violation arising from efforts 


to collect delinquent credit card account 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
414


th
 Judicial District Court of 


McLennan County, Texas 


Cause No. 2008-1507 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: October 2, 2008 


Parties involved: Rocklyn F. Holmes v. Capital One Bank (USA) NA, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Credit Reporting Act and Fair Debt 


Collection Practices Act violations resulting from efforts 


to collect a delinquent credit card account 


 


Amount in controversy: $25,000 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
District and County Courts, El 


Paso County Colorado 


Cause No. 08-CV-


433 


 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: August 14, 2008 


Parties involved: Ronald Simon v. Linebarger Goggan Blair & Sampson, 


LLP, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged fraudulent collection of abstract or title search 


fees incurred incident to identifying necessary parties for a 


delinquent ad valorem tax suit 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
127th Judicial District Court, 


Harris County, Texas 


Cause No. 2008-


48628 


 


Status of the litigation: Closed 
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Question Response 


Date of alleged contract failure or breach: August 14, 2008 


Parties involved: Gwen Ross and Phoenix II, Inc. v. Fort Bend County, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged breach of contract, negligent misrepresentation 


and wrongful foreclosure arising from a tax sale on a 


judgment for delinquent ad valorem taxes 


 


Amount in controversy: $225,000 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
400th Judicial District Court, 


Fort Bend County, Texas 


Cause No. 08-CV-


166027 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: October 9, 2008 


Parties involved: Ryan Roberts v. Linebarger Goggan Blair & Sampson, 


LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act and Texas 


Finance Code violations arising out of efforts to collect a 


medical debt 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Southern District of Texas, 


Houston Division 


Cause No. 08-CV-


2760 


 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: November 13, 2008 


Parties involved: Angela Wingard v. Linebarger Goggan Blair & Sampson, 


LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violations of Fair Debt Collection Practices Act 


and comparable Pennsylvania statutes arising out of 


efforts to collect an overpayment made by Pennsylvania 


Department of Public Welfare 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Eastern District of Pennsylvania 


Civil Action No. 08-CV-


5357-ER 
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Question Response 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: November 24, 2008 


Parties involved: Cheri McKee v. Linebarger Goggan Blair & Sampson, 


LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act violation 


resulting from incorrectly naming the creditor in 


correspondence 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Northern District of Illinois 


No. 08-C-6716 


 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: January 7, 2009 


Parties involved: Rodolfo Chapa v. Linebarger Goggan Blair & Sampson, 


LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Texas Deceptive Trade Practices Act and Texas 


Finance Code violations with intentional infliction of 


emotional distress arising from collection of a delinquent 


account 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
Justice Court, Precinct 6, 


Denton County, Texas 


No. J09-001J6 


 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: June 16, 2009 


Parties involved: Angelica Pena v. Linebarger Goggan Blair & Sampson, 


LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violations of Fair Debt Collection Practices Act 


and comparable Florida laws due to efforts to collect a 


check issued to United States Citizenship & Immigration 


Services on which debtor stopped payment 


 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 
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Question Response 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Southern District of Florida 


No. 1:09-CV-21631 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: June 22, 2009 


Parties involved: Ann L. Scheibner v. Linebarger Goggan Blair & Sampson, 


LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violations of Fair Debt Collection Practices Act 


and New Mexico Unfair Practices Act resulting from 


efforts to collect a medical debt 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


District of New Mexico 


No. 09-CV-608 


RHS/ACT 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: July 1, 2009 


Parties involved: George D. Monks, III, et al v. Linebarger Goggan Blair & 


Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violation of the automatic stay of 11 U.S.C. 


§362(a) resulting from efforts to collect for the Colorado 


Department of Revenue 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: The case was settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States Bankruptcy 


Court, District of Colorado 


Adversary No. 09-


1371 HRT 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: July 8, 2009 


Parties involved: Anthony F. Jeselnik v. City of Chicago, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged denial of due process and wrongful garnishment 


arising from efforts to collect a judgment owed to the City 


of Chicago 


 


Amount in controversy: $5,000,000 


Resolution or current status of the dispute: Settled and dismissed 
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Question Response 


If the matter has resulted in a court case: Court Case Number 
Court of Common Pleas of 


Allegheny County, 


Pennsylvania, Civil Division 


G. D. No. 09-012284 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: March 31, 2009 


Parties involved: Harris County, Texas v. Ramzi Salameh, et al v. 


Linebarger Goggan Blair & Sampson, LLP, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged malicious prosecution counterclaim in a suit to 


collect delinquent ad valorem taxes 


 


Amount in controversy: $1,000,000 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
125th Judicial District Court, 


Harris County, Texas 


Suit No. 2009-20069 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: August 6, 2009 


Parties involved: Marisa Woodhouse, on behalf of herself and others 


similarly situated v. Linebarger Goggan Blair & 


Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Telephone Consumer Protection Act violation 


resulting from sending recorded messages seeking to 


collect a delinquent account 


 


Amount in controversy: $5,000,000 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
Circuit Court of Cook County, 


Illinois, Chancery Division 


Cause No. 09-CH-


27429 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: September 23, 2009 


Parties involved: Marilyn Rodriguez-Wong v. Lovelace Health system, Inc., 


et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


Alleged violations of Fair Debt Collection Practices Act 


and corresponding New Mexico law incident to collecting 


a medical debt 
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Question Response 


services involved:  


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
Second Judicial District Court, 


County of Bernalillo, State of 


New Mexico 


Cause No. CV-2009-


11266 


 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: August 10, 2009 


Parties involved: Wayne Andrews v. Gary Quick, Director, IRS Ogden, UT, 


et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violation of Federal Racketeer Influenced and 


Corrupt Organizations Act ("RICO") based on efforts to 


collect account owed to Colorado Department of Revenue 


 


Amount in controversy: $1,690,778.60 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


District of Colorado 


Cause No. 09-CV-


2394 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: October 19, 2009 


Parties involved: David R. Hawkins v. The County of Dallas, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Suit to set aside an alleged wrongful sale of real property 


to satisfy a judgment for delinquent ad valorem taxes 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Inactive 


If the matter has resulted in a court case: Court Case Number 
68th Judicial District Court of 


Dallas County, Texas 


Cause No. DC-09-


14209-C 


Status of the litigation: Inactive 


 


Question Response 


Date of alleged contract failure or breach: December 2, 2009 


Parties involved: Vonna Jean Gainor v. Department of the Treasury, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


Alleged violation of automatic stay of 11 U.S.C. §362 by 


seizing and applying a tax refund to an account owed to 


the U.S. Department of Agriculture 
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Question Response 


services involved: 


Amount in controversy: $10,000 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
United States Bankruptcy 


Court, Southern District of 


Indiana 


Adversary No. 09-


58058 


 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: December 8, 2009 


Parties involved: Michelle Holt v. Linebarger Goggan Blair & Sampson, 


LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act violation 


arising from leaving a message on an answering machine, 


the message allegedly being heard by a third person 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Northern District of Illinois, 


Eastern Division 


Case No. 1:09-CV-


7628 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: December 8, 2009 


Parties involved: Alexander Kuznetsov  v. Department of Tax 


Administration, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act violation 


arising from efforts to collect an ad valorem tax 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Judgment for defendants 


If the matter has resulted in a court case: Court Case Number 
District Court of Maryland for 


Montgomery County, Maryland 


Case No. 


060100343042009, 


Complaint No. 003 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: December 11, 2009 


Parties involved: Tom H. Connolly v. Linebarger Goggan Blair & Sampson, 
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Question Response 
LLP, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violation of Section 547, United States 


Bankruptcy Code, arising from garnishment of a bank 


account within 90 days prior to filing for relief 


 


Amount in controversy: $1,884.30 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States Bankruptcy 


Court, District of Colorado 


Adversary No. 09-


01758-SBB 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: December 11, 2009 


Parties involved: Tom H. Connolly v. Linebarger Goggan Blair & Sampson, 


LLP, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violation of Section 547, United States 


Bankruptcy Code, arising from garnishment of a bank 


account within 90 days prior to filing for relief 


 


Amount in controversy: $2,706.76 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States Bankruptcy 


Court, District of Colorado 


Adversary No. 09-


01759-MER 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: January 10, 2010 


Parties involved:  Charmaine Prater-Colon-Ezengwa v. Philadelphia Water 


Revenue Dept., et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


This pro se suit named the firm as a defendant but made 


no specific allegations against the firm 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Eastern District of Pennsylvania 


(Philadelphia) 


Case No. 2:10-CV-


00371-JS 


Status of the litigation: Closed 


 


Question Response 
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Question Response 


Date of alleged contract failure or breach: March 1, 2010 


Parties involved: Larry D. Duncan v. Linebarger Goggan Blair & Sampson, 


LLP, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged Fair Debt Collection Practices Act violation based 


on efforts to collect a delinquent credit card account 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


District of Colorado 


Case No. 1:10-CV-


468-CMA 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: March 15, 2010 


Parties involved: Adam Roch v. Linebarger Goggan Blair & Sampson, LLP, 


et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Suit to quiet title, for specific performance and allegations 


of negligence arising from plaintiff’s purchase of real 


property at a tax sale 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
Court of Common Pleas of 


Philadelphia County, Trial 


Division 


Case No. March 2010 


#002560 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: March 19, 2010 


Parties involved: Gerald Ray Wedel, et al v. Scott McGlasson, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Pro se suit alleging denial of due process, fraud, 


racketeering and treason arising from efforts to collect 


personal income taxes owed Colorado Department of 


Revenue 


 


Amount in controversy: $53,432,171 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


District of Kansas 


Case No. 10-CV-


1079-MLB-DWB 


Status of the litigation: Closed 
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Question Response 


Date of alleged contract failure or breach: April 22, 2010 


Parties involved: Darrell Wright, Sr., as the Administrator of the Estate of 


Lenora S. Wright, Deceased v. Linebarger Goggan Blair 


& Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violations of Tennessee Consumer Protection Act 


arising from collection of illegal fees in delinquent ad 


valorem tax suits 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: The suit is being defended 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Western District of Tennessee, 


Western Division 


Case No.2:10-CV-


2304 


Status of the litigation: Open 


 


Question Response 


Date of alleged contract failure or breach: June 10, 2010 


Parties involved: Finna Fail, L.P. v. Montgomery County, Texas, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged deprivation of civil rights in violation of 42 


U.S.C. §1983 based on refund of purchase price to 


successful bidder at tax sale when it was discovered that 


the taxpayer had filed for bankruptcy relief prior to the 


sale 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Southern District of Texas, 


Houston Division 


 


Cause No. H-10-CV-


2045 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: August 17, 2010 


Parties involved: Lawrence Edward Thompson v. Harris County Appraisal 


District, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged wrongful execution and deprivation of civil rights 


resulting from tax sale of real property 


 


Amount in controversy: $2,100,000 


Resolution or current status of the dispute: Dismissed 
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Question Response 


If the matter has resulted in a court case: Court Case Number 
164


th
 Judicial District Court, 


Harris County, Texas 


Cause No. 2010-


51068 


Status of the litigation: Being appealed 


 


Question Response 


Date of alleged contract failure or breach: September 13, 2010 


Parties involved: City of El Paso v. David Luevano v. City of El Paso, et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Pro se counterclaim alleging fraud, failure to register as a 


foreign agent, racketeering, theft of public funds, 


conspiracy, collusion and extortion in response to suit to 


collect delinquent ad valorem taxes 


 


Amount in controversy: $10,000,000 counterclaim 


Resolution or current status of the dispute: Judgment for El Paso; no recovery for Luevano 


If the matter has resulted in a court case: Court Case Number 
171


st
 Judicial District Court, El 


Paso County, Texas 


Cause No. 


2009TX799 


 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: June 10, 2009 


Parties involved: Ronald Gordon v. Linebarger Goggan Blair & Sampson; 


et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Suit seeking to determine ownership of real property 


which plaintiff claims was wrongfully included in a 


judgment for foreclosure of the lien securing payment of 


delinquent ad valorem taxes. 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
152


nd
 District Court of Harris 


County, Texas 


Cause No. 2009-


38859 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: December 22, 2010 


Parties involved: Jackie Skusenas, on behalf of plaintiff and a class v. 


Linebarger Goggan Blair & Sampson, LLP, a Texas 


limited liability partnership 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


Alleged violation of Fair Debt Collection Practices Act 


arising from efforts to collect medical debt 
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Question Response 


services involved: 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Northern District of Illinois, 


Eastern Division 


Cause No. 1:10-CV-


8119 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: January 10, 2011 


Parties involved: Yaquelin Amador v. Linebarger Goggan Blair & 


Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violation of Fair Debt Collection Practices Act 


arising from efforts to collect medical debt 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


Central District of California 


Civil Action No. 


2:11-CV-259 


Status of the litigation: Closed 


 


 


Question Response 


Date of alleged contract failure or breach: January 21, 2011 


Parties involved: Ali M. Juma v. Linebarger Goggan Blair & Sampson, 


LLP; et al 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Declaratory judgment to clear title to property purchased 


at a sale from delinquent taxes 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Arbitration decision for defendants – Case closed 


If the matter has resulted in a court case: Court Case Number 
Court of Common Pleas, 


November Term, 2010 


Cause No. 


101103708 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: January 28, 2011 


Parties involved: Shelton R. Modelist v. Angelica M. Hernandez, et al 


Description of the contract failure, Alleged denial of due process and equal protection based 







 


 


 


 


Minimal Qualifications in Response to RFQ No. 2026 for the State of Nevada Controller’s Office     |     State Documents     |     51 


Question Response 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


on a suit to collect delinquent as valorem taxes 


Amount in controversy: $400,000 


Resolution or current status of the dispute: Dismissed; appeal pending 


If the matter has resulted in a court case: Court Case Number 
United States District Court., 


Southern District of Texas, 


Houston Division 


Civil Action No. 


4:11-CV-387 


Status of the litigation: Being appealed 


 


Question Response 


Date of alleged contract failure or breach: June 1, 2011 


Parties involved: Robert and Debra Bielski v. Linebarger Goggan Blair & 


Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violation of bankruptcy stay order and Fair Debt 


Collection Practices Act arising from actions to collect 


account owed City of Chicago 


 


Amount in controversy: Statutory damages 


Resolution or current status of the dispute: Settled and dismissed 


If the matter has resulted in a court case: Court Case Number 
United States Bankruptcy 


Court, Eastern District of 


Wisconsin 


Adversary No. 11-


02386-JES 


 


Status of the litigation: Closed 


  


Question Response 


Date of alleged contract failure or breach: August 24, 2011 


Parties involved: David P. Jackson v. City of Overland Park, Kansas and 


Linebarger Goggan Blair & Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violations of Civil Rights Act arising from how 


the Municipal Court operates; the firm mails letters for the 


Court seeking to collect unpaid fees and fines 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: The case is being settled and will be dismissed 


If the matter has resulted in a court case: Court Case Number 
United States District Court, 


District of Kansas (Kansas 


City) 


Civil No. 2:11-CV-


2527 


Status of the litigation: Open 


 


Question Response 
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Question Response 


Date of alleged contract failure or breach: September 20, 2011 


Parties involved: TV Rentals LLC v. Linebarger Goggan Blair & Sampson, 


LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Suit for declaratory judgment that the firm had no security 


interest in personal property abandoned by a tenant 


 


Amount in controversy: No monetary amount alleged 


Resolution or current status of the dispute: Dismissed 


If the matter has resulted in a court case: Court Case Number 
Circuit Court of Jasper County, 


Indiana 


Cause No. 37C01-


1109-PL-000789 


Status of the litigation: Closed 


 


Question Response 


Date of alleged contract failure or breach: January 8, 2010 


Parties involved: Katie Koenig v. City of Houston and Linebarger 


Goggan Blair & Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged involvement by the firm in the demolition of 


two vacant residences by agents of the City of 


Houston; deprivation of property without providing 


due process of law; unfair debt collection practices 


Amount in controversy: Unknown 


Resolution or current status of the dispute: A motion to dismiss the firm has been filed. 


If the matter has resulted in a court case: Court Case Number 


133
rd


 Judicial District, Harris 


County, Texas 


No. 2012-00324 


Status of the litigation: Scheduling order entered 


 


Question Response 


Date of alleged contract failure or breach: No date alleged 


Parties involved: Hashar Masjid Al & Yahya Aabdul Latif, f/k/a John 


Baldwin v. City of Philadelphia & Linebarger 


Goggan Blair & Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Suit requests return of property sold in satisfaction of 


delinquent ad valorem taxes 


Amount in controversy: No amount alleged 


Resolution or current status of the dispute: Awaiting answers to be filed by defendants 


If the matter has resulted in a court case: Court Case Number 


United States District Court, 


Eastern District of 


2:12-cv-00743 
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Question Response 


Pennsylvania 


Status of the litigation: Pending 


 


Question Response 


Date of alleged contract failure or breach: December 27, 2011 


Parties involved: Melissa Meyer v. Linebarger Goggan Blair & 


Sampson and DOES 1 through 50, inclusive 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


Alleged violations of the Fair Credit Reporting Act, 


Consumer Legal Remedies Act, Cal. Bus & Prof 


Code §17200, invasion of privacy; 


negligent/intentional infliction of emotional distress.  


Amount in controversy: No amount alleged 


Resolution or current status of the dispute: Firm’s answer filed March 23, 2012 


If the matter has resulted in a court case: Court 


 


Case Number 


 


Superior County of the State 


of California for the County 


of Mendocino 


MC UK CV CV 


‘1218106 


Status of the litigation: Defendant’s answer filed 


 


 


Question Response 


Date of alleged contract failure or breach: No specific date alleged 


Parties involved: Harris County, et al v. Michael Moses, et al v. Harris 


County, et al and Linebarger Goggan Blair & 


Sampson, LLP 


Description of the contract failure, 


contract breach, litigation, or 


investigation, including the products or 


services involved: 


In response to a suit filed for Harris County, et al, to 


collect delinquent ad valorem taxes on real property 


owned by the Moses family, they filed a counterclaim 


against those public entities and a third party claim 


against the Linebarger firm. 


Amount in controversy: The counterclaim/cross-claim pleads for $25,000, 


individually for each member of the Moses family for 


any sale of the subject real property; treble and 


exemplary damages pursuant to the Texas Deceptive 


Trade Practices Act; damages of $25,000 for mental 


anguish; exemplary damages for violations of the 


Texas Debt Collection Practices Act and punitive 


damages. 


Resolution or current status of the dispute: Firm has filed an answer.   


If the matter has resulted in a court case: Court 


 


Case Number 


 


333
rd


 Judicial District Court, 2011-21101 
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Question Response 


Harris County, Texas 


Status of the litigation: Pre-trial discovery is underway 


 


4.1.8 Company background/history and why vendor is qualified to provide the services described in 


this RFQ.  Limit response to no more than five (5) pages. 


 
To avoid repetition, our firm’s qualifications are described at length in the Executive Summary found at the 
beginning of Part I.  We believe our firm is more than qualified to meet and exceed the needs of the State. 


 


4.1.9 Length of time vendor has been providing services described in this RFQ to the public and/or 


private sector.  Please provide a brief description. 


 
As previously described, our firm has been collecting delinquent receivables for government entities for 36 years. 


 


4.1.10 Financial information and documentation to be included in Part IV (Confidential Information) 


of vendor’s response: 


 


Dun and Bradstreet Number  


Federal Tax Identification Number 


 
See refer to separately bound Part IV of this submission. 
 


4.2 References  


4.2.1 Vendors should provide a minimum of three (3) business references from similar projects 


performed for private, state and/or large local government clients within the last three (3) years.  If 


proposing on the forensic debt collections portion of the Scope of Work, vendors must also include three 


(3) more references specific to forensic type services rendered. 


 


4.2.2 Vendors must provide the following information for every business reference provided by the 


vendor and/or subcontractor: 


 


The “Company Name” must be the name of the proposing vendor or the vendor’s proposed 


subcontractor.  


 


 


Reference #: 1 


Company Name: Linebarger Goggan Blair & Sampson, LLP 


Identify role company will have for this RFQ project (check one): 


 


 Vendor     Subcontractor 


 


Project Name: State of Vermont Department of Taxes – Contract for Personal 
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Services 


Primary Contact Information 


Name: Ms. Judy Lambert, Supervisor of Tax Collections, Compliance 


Division 


Street Address: 109 State Street 


City, State, Zip Montpelier, VT  05609 


Phone, including area code: 802.828.2518 


Facsimile, including area code: 802.828.5282 


Email address: jlambert@tax.state.vt.us 


Alternate Contact Information 


Name: Unavailable 


Street Address: Unavailable 


City, State, Zip Unavailable 


Phone, including area code: Unavailable 


Facsimile, including area code: Unavailable 


Email address: Unavailable 


Project Information 


Brief description of the 


project/contract and description of 


services performed, including 


technical environment (i.e., software 


applications, data communications, 


etc.) if applicable: 


Collection of first- and second-placement tax receivables 


include delinquent taxes for personal income, sales and use, 


withholding, corporate income, meal/room, school/property 


taxes, and other state debt. 


Original Project/Contract Start Date: March 2004 


Original Project/Contract End Date: Current client 


Original Project/Contract Value: $4,347,734 


Final Project/Contract Date: Currently ongoing 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Continuing 


Was project/contract completed 


within or under the original budget/ 


cost proposal, and if not, why not? 


Currently ongoing, has not been completed.  Fee is 


contingency-based; Linebarger Goggan is only paid when a 


referred account payment is made/received. 


 


 


 


Reference #: 2 


Company Name: Linebarger Goggan Blair & Sampson, LLP 


Identify role company will have for this RFQ project (check one): 


 


 Vendor     Subcontractor 


 


Project Name: City of Fort Worth, Texas - Agreement for Professional 



mailto:jlambert@tax.state.vt.us
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Collection Services 


Primary Contact Information 


Name: Ms. Deidra Emerson, Municipal Court Services Director 


Street Address: 1000 Throckmorton St. 


City, State, Zip Fort Worth, TX 76102 


Phone, including area code: 817.392.6711 


Facsimile, including area code: 817.392.6723 


Email address: Deidre.Emerson@fortworthgov.org 


Alternate Contact Information 


Name: Ms. Dakisha Boone, Assistant Director of the Court 


Street Address: 1000 Throckmorton St. 


City, State, Zip Fort Worth, TX 76102 


Phone, including area code: 817.392.6700 


Facsimile, including area code: 817.392.6723 


Email address: Dakisha.Boone@fortworthgov.org 


Project Information 


Brief description of the 


project/contract and description of 


services performed, including 


technical environment (i.e., software 


applications, data communications, 


etc.) if applicable: 


Collection of delinquent municipal court fees and fines 


Original Project/Contract Start Date: December 2009 


Original Project/Contract End Date: Current client 


Original Project/Contract Value: $1,535,350 


Final Project/Contract Date: Currently ongoing 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Continuing 


Was project/contract completed 


within or under the original budget/ 


cost proposal, and if not, why not? 


Currently ongoing, has not been completed.  Fee is 


contingency-based; Linebarger Goggan is only paid when a 


referred account payment is made/received. 


 


 


 


 


Reference #: 3 


Company Name: Linebarger Goggan Blair & Sampson, LLP 


Identify role company will have for this RFQ project (check one): 


 


 Vendor     Subcontractor 


 


Project Name: City of Arlington, Texas - Collection of Delinquent Taxes and 
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Fees & Fines 


Primary Contact Information 


Name: Mr. David Preciado, Municipal Court Director 


Street Address: 201 East Abram Street 


City, State, Zip Arlington, TX  76010 


Phone, including area code: 817.459.6945 


Facsimile, including area code: 817.459.6963 


Email address: David.preciado@arlingtontx.gov 


Alternate Contact Information 


Name: Erin Clark, Senior Public Finance Analyst 


Street Address: 201 East Abram Street 


City, State, Zip Arlington, TX  76010 


Phone, including area code: 817.459.6265 


Facsimile, including area code: 817.459.6963 


Email address: Erin.clark@arlingtontx.gov 


Project Information 


Brief description of the 


project/contract and description of 


services performed, including 


technical environment (i.e., software 


applications, data communications, 


etc.) if applicable: 


Collection of delinquent municipal court fees and fines 


Original Project/Contract Start Date: July 2006 


Original Project/Contract End Date: Current client 


Original Project/Contract Value: $105,101,872 


Final Project/Contract Date: Currently ongoing 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Continuing 


Was project/contract completed 


within or under the original budget/ 


cost proposal, and if not, why not? 


Currently ongoing, has not been completed.  Fee is 


contingency-based; Linebarger Goggan is only paid when a 


referred account payment is made/received. 
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4.2.3 Vendors must also submit Attachment E, Reference Questionnaire to the business references that 


are identified in Section 4.2.2.  


 


4.2.4 The company identified as the business references must submit the Reference Questionnaire 


directly to the Purchasing Division. 


 


4.2.5 It is the vendor’s responsibility to ensure that completed forms are received by the Purchasing 


Division on or before the deadline as specified in Section 7.2, RFQ Timeline for inclusion in the 


evaluation process.  Reference Questionnaires not received, or not complete, may adversely affect the 


vendor’s score in the evaluation process.   
 
Two references provided in the submission for RFQ No. 2016 (City of Arlington and City of Fort Worth) will be 
utilized again for this submission.  Per RFQ instruction, we requested for each of their Reference Questionnaires 
from 2011 be transferred over for this new submission.  Our third reference, which had been the State of Nevada, 
has been replaced by the State of Vermont.   


 


4.2.6 The State reserves the right to contact and verify any and all references listed regarding the 


quality and degree of satisfaction for such performance. 


 


4.3 Subcontractor Information  
4.3.1 Does this SOQ include the use of subcontractors? 


 


Yes ______    No __X____  


 
If awarded this contract, Linebarger Goggan will serve as the primary contractor for this project and all core 
functions and duties will be performed by Linebarger Goggan personnel.  We do not foresee the need for 
subcontractors for this particular project.  If it is determined a subcontractor is required at any point during the 
project’s duration, we will seek approval from the State before any duties are assigned outside of the firm. 
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Project Team Resumes 


 


Barbara M. Williams 
 


Professional Experience 
 


1998 — Present 


Linebarger Goggan Blair & Sampson, LLP 


Fort Worth, Texas and Las Vegas, Nevada 


 


Management Committee Member (2005 — Present) 


 


 Serves as a key member of firm management team 


 Provides advice, direction, and decision making related to marketing and operational issues affecting 


the entire law firm 


 Negotiates contracts with new clients and outside business associates or consultants 


 Serves on the firm’s Client Relations, Fees and Fines, and Marketing committees 


 


Capital Partner (2003 — Present) 


 


 Responsible for marketing activities in the State of Nevada 


 Oversees governmental receivables collections and community and governmental relations in the 


State of Nevada 


 Expands firm client base in Fort Worth, Texas 


 Directs and manages property tax collection programs for multiple taxing jurisdictions in Texas 


 Serves as primary liaison to these clients on contractual matters 


 Provides full range of legal services, from filing lawsuits to pre- and post-judgment enforcement 


 


Income Partner (1998  2002) 


Fort Worth, Texas 


 


 Expanded firm client base in Fort Worth, Texas 


 Directed and managed property tax collection programs for multiple taxing jurisdictions. 


 Served as primary liaison to these clients on contractual matters 


 Provided full range of legal services, from filing lawsuits to pre- and post-judgment enforcement 


 


1988  1998  


Rohne, Hoodenpyle, Lobert & Myers  


Arlington, Texas 


 


Partner 
 


 Practiced in the area of tax collection, municipal law and school law 


 Directed the firm’s property tax section 
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 Served as City Attorney for City of Crowley, Texas 


 


Licenses & Certifications 
 


Admitted to practice in courts of: 


 State of Nevada 


 State of Texas  


 U.S. District Court - Western District of Texas 


 U.S. District Court - Northern District of Texas 


 


Professional Memberships 
 


 State Bar of Nevada 


 Clark County Bar Association 


 State Bar of Texas, Property Tax Committee, Tarrant County Bar Association 


 Tarrant County Women’s Bar Association 


 


Activities, Awards & Recognition 
 


 Board of Directors, Girls Inc. of Tarrant County, 2006-present  


 Women’s Policy Forum, Fort Worth, 2005-present; Chair-Elect, 2011; Chairman 2012 


 President, Arlington South Rotary, 1994-1995 


 Rotary Paul Harris Fellow, 1995 


 Presenter, Impact of Bankruptcy on School Finance, U.S. Senate Subcommittee on   Administrative 


Oversight and the Courts, 1997 


 Leadership Arlington 


 Judge, Arlington Teen Court, 1997-2001 


 Board of Trustees, Albany, Texas Independent School District, 1979-1982 


 


Education 
 


Baylor University, Waco, Texas 


Doctor of Jurisprudence, 1987 


 Delta Theta Phi 


 


Abilene Christian University, Abilene, Texas 


Masters of Science in Education, 1982 


 Phi Delta Kappa 


 


Texas Tech University, Lubbock, Texas 


Bachelor of Science in Education, 1972 
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Michael E. Scoliere 
 


Professional Experience 
 


2004 — Present 


Linebarger Goggan Blair & Sampson, LLP 


Dublin, Ohio, Harrisburg, Pennsylvania, and Philadelphia, Pennsylvania 


 


Capital Partner & Management Committee Member 


(Managing Partner – Dublin and Harrisburg offices) 


 


 Serves as a key member of firm management team. 


 Directs and manages the state collection contracts for the states of California, Kansas, Nevada, Ohio, 


Oklahoma, Pennsylvania and Vermont. 


 Assesses opportunities and negotiates key contracts in other states. 


 Testifies before state legislatures on public/private tax collection opportunities. 


 Serves as Special Counsel to the Ohio Attorney General (1993 to present). 


 Serves as Chairman of Fees and Fines Committee. 


 Has been appointed by the State of Illinois as Assistant Attorney General for collections. 


 


1995  2003 


Scoliere and Associates 


Columbus, Ohio and Harrisburg, Pennsylvania  


 


Founder, Sole Shareholder 


 


 Founded law firm specializing solely in the collection of delinquent receivables for local and state 


entities. 


 Managed program expansion and directed resources to support implementation of new client 


contracts in two states. 


 Provided key management support to all employees in the two offices. 


 Negotiated client contracts for new collection services. 


 Managed debt collection contract with Pennsylvania Attorney General. 


 Merged practice into Linebarger Goggan Blair & Sampson, LLP on December 31, 2003. 


 


1993  1995 


Chase and Bradley, Inc. 


Columbus, Ohio (no longer in business) 


 


Vice President and General Counsel 


 


 Responsible for daily operations of collection company with 25 agents, focusing on government, 


banking and utilities collections. 


 Transformed company from economic hardship to profitability in less than nine months. 
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1986  1993 


Kegler, Brown, Hill & Ritter, L.P.A. 


Columbus, Ohio 


 


Associate 


 


 Associate at a 70-member law firm, with emphasis on commercial litigation, government collections 


and international reinsurance collections. 


 


Licenses & Certifications 
 


Admitted to practice in the courts of: 


 


 US District Court, Southern District of Ohio (1989) 


 US District Court, Northern District of Ohio (2005) 


 State Bar of Ohio (1986) 


 State Bar of Pennsylvania (1995) 


 


Current Professional Memberships 
 


 ACA International (Former Chairman of Government Services Program, nominated to Committee of 


100) 


 Ohio Collectors’ Association (Current Board Member and Former President) 


 


Education 
 


University of Pittsburgh School of Law, Pittsburgh, Pennsylvania 


Juris Doctor, 1986 


 


Temple University, Philadelphia, Pennsylvania 


Bachelor of Arts, 1983 
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Ted Angel 
 


Professional Experience 
 


2006 — Present 


Linebarger Goggan Blair & Sampson, LLP 


Dublin, Ohio 


 


Director of Collections 


 


 Oversees all collection and support staff at the firm’s Dublin office for all clients. 


 Implements strategies that facilitate improved recovery rates and client satisfaction. 


 Supports collection supervisors as they monitor and direct the collection staff. 


 Reviews settlement proposals to ensure they meet the client’s requirements, then forwards and 


maintains contact with the client to completion. 


 Reviews all correspondence for content and effectiveness. 


 Works in conjunction with supervisors, to handle delicate problems with debtors and thereby 


minimizing complaints while maximizing collections. 


 


Collections Supervisor (2004 — 2006) 


 


 Oversees all collection activities at the Dublin office, including Warren County, the State of Ohio, 


Franklin County, Butler County, Portage County, and City of Columbus. 


 Handles problems with debtors and minimizes complaints while maximizing collections. 


 Develops and implements collection strategies and campaigns. 


 Enforces law firm policies and procedures (such as proper recordkeeping and information security) 


with taxpayer assistants. 


 Reviews payment agreements for accuracy and conformance with policies and procedures. 


 Reviews correspondence for content and effectiveness. 


 


1995  2004 


Scoliere and Associates 


Columbus, Ohio 


 


Collections Supervisor 


 


 Oversaw all collection activities for Warren County, the State of Ohio, Franklin County, Butler 


County and Portage County. 


 Handled problems with debtors and minimized complaints while maximizing collections. 


 Developed and implemented collection strategies and campaigns. 


 Enforced law firm policies and procedures with taxpayer assistants. 


 Reviewed payment agreements for accuracy and conformance to policies and procedures. 


 Reviewed correspondence for content and effectiveness. 


 


1991  1994 


David B. Pariser, Esq. 


Columbus, Ohio 
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Collections Supervisor 


 


 Responsible for a small staff in collection of retail, commercial, and state tax debt. 


 Handled contact with clients regarding problem accounts, status updates, suit recommendations, and 


settlement proposals. 


 Functioned as a collector, initiating contact negotiating repayment and directing legal action on 


accounts. 


 Directed a legal support staff in day-to-day activities, as well as scheduling for court appearances or 


arranging coverage by outside counsel where needed. 


 


1989  1991 


Chase & Bradley 


Columbus, Ohio 


 


Collector 


 


 Collected outstanding debts for the State of Ohio (i.e., sales tax, withholding tax, income tax, workers 


compensation premiums, etc.). 


 Initiated contacts on delinquent debts to, if possible, affect voluntary resolution. 


 Located debtors and debtor corporations.  Conducted asset searches for individuals and corporations 


and determined the viability of selling said assets. 


 Investigated issues of successor liability and officer liability and made recommendations to the State 


Tax Department regarding these issues. 


 


1988  1989 


Florida National Bank 


Orlando, Florida 


 


Recovery Agent 


 


 Collected charged off debts for the bank, including deficiency balances on autos, over draft on 


checking accounts, visa master cards,  commercial loans, and signature loans. 


 Made direct contact with the parties involved to try to negotiate repayment. 


 Conducted thorough asset searches to find attachable assets. 


 Directed outside counsel on the filing of suit and asset seizures. 


 


1986  1988 


Bank One 


Columbus, Ohio 


 


Senior Collector 


 


 Collected charged offs on nationally-issued Visa and Master Card accounts. 


 Maintained familiarity with FDCPA and each state’s rules and regulations regarding collection of 


delinquent debts. 


 Determined which files to forward to attorneys for suit or place with collection agencies. 


 Initiated contact with consumers for the purpose of voluntary resolution, either through repayment 


schedules or settlement agreements. 
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Education 
 


Mount Vernon Nazarene College, Mount Vernon, Ohio 


Bachelor of Arts, 1983 


 Major in physical education, minor in health 


 Education as a supporting field 


 Played numerous intramural sports 
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Richard H. Pachecano 
 


Professional Experience 
 


1985 — Present 


Linebarger Goggan Blair & Sampson, LLP 


San Antonio, Texas 


Director, Fees & Fines (2001 – Present) 


 


 Directs and manages all phases of the law firm's Fees & Fines Division.  This division of the firm 


concentrates on collecting government receivables not related to real property.  These include parking 


and traffic citations, red-light violations, business tax, water, medical and other types of receivables. 


 Participates in the firm’s marketing efforts by working with senior client staff members and elected 


officials on computer and operations related issues; 


 Directs the activities of the firm’s Fees & Fines Division. 


 


Director of Information Technology (1985 – 2001) 


 


 Directed and managed all phases of the law firm's computer technology and infrastructure systems, 


including a staff of 112 computer professionals; 


 Participated in the firm’s marketing efforts by working with senior client staff members and elected 


officials on computer-related issues; 


 Achieved and maintained Linebarger Goggan’s National Information Assurance Certification and 


Accreditation Process (NIACAP) security certification. 


     


Bexar County Courthouse, 1980 – 1985 


San Antonio, TX 


Deputy Director of Information Systems 


 


 Responsible for supervising all applications programmers, programming activity, systems analysis 


and coordination with application users. 


 


Bexar County Courthouse, 1978 – 1980 


San Antonio, TX 


Applications Manager for Financial, Tax Collections, and Automobile Registration Systems 


 


 Responsible for supervising all Financial, Tax Collections Automobile Registration system 


programmers, programming activity, systems analysis and coordination with application users.  


 


Licenses & Certifications 
 


 Certified Information Systems Auditor 
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Current Professional Memberships 
 


 Texas Association of Assessing Officers 


 Information Systems Audit & Control Association 


Education 
 


University of Texas, San Antonio, Texas 


Bachelor of Business Administration (Accounting and Business Data Systems), 1985 
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Richard C. Haass 
 


Professional Experience      
 


2000 — Present 


Linebarger Goggan Blair & Sampson, LLP 


San Antonio, Texas 


 


Chief Technology Officer 


 


 Provides leadership role in the design and implementation of technology, including hardware, 


software, operating system software, productivity tools, and IT security 


 Provides leadership role in the design and implementation of the data transfer of client’s debtor 


information 


 Defines the computer and communication technology charter of the firm, which defines the computer 


and communication technology mission statement, goals, directions and strategies for maintaining 


high customer service levels, as well as providing for future service expansion 


 Develops plans for migration of technologies to support necessary future directions 


 Develops long-range technology architecture and strategy as it is applied to all phases of the firm’s 


operations and interactions with its customers and debtors 


 Defines new approaches and paths for technology, including product design, CRM, hardware, 


productivity tools, databases, CASE tools, image processing, letter composition and archival tools, 


data standardization tools, multimedia, and telephony 


 Defines standards for purchasing, identifying, evaluating, selecting, implementing, and managing the 


technology of the firm 


 Develops and manages effective working relationships with other departments, groups, and personnel 


with whom work must be coordinated or interfaced 


 Identifies the emerging technologies to be integrated, and introduced within the firm 


 Evaluates vendor-supplied databases for skip tracing, debtor identification, and credit scoring 


 


1995  2000 


Linebarger Goggan Blair & Sampson, LLP 


Houston, Texas 


  


Director of Operations 


 


 Managed the firm’s largest office and surrounding region 


 Designed and implemented the firm’s first regional inbound and outbound call center 


 Handled all aspects of region’s budget and collection goals 


 Provided leadership role to region’s litigation department - filing of over 5,000 collection lawsuits 


per year 


 Recruited and trained all mid-level managers 


 Provided leadership role in the design and implementation of all collection strategies 
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1992  1995 


Linebarger Goggan Blair & Sampson, LLP 


Corpus Christi, Texas 


 


Office Manager 


 


 Managed eight Area Managers and their supporting staff 


 Responsible for all aspects of the office’s budget and collection goals 


 Recruited and trained collection staff and area managers 


 Shared responsibility for contract negotiation and renewals with local attorney. 


 Designed and implemented all collection strategies 


 


1990 1992  


Linebarger Goggan Blair & Sampson, LLP 


Corpus Christi, Texas 


 


Area Manager 


 


 Served as client liaison and collections manager for 16 local taxing jurisdictions 


 Managed and executed a complete collections program, including client data exchanges, notice 


series, phone campaigns, litigation, tax seizures, property inspections, court appearances, skip 


tracing, land title work, internal and client reporting, and revenue forecasting 


 


Certifications 
 


 Certified Information Security Manager (CISM) designation, August 2009 


 Certified Information Systems Auditor, CISA 


 Active Federal Security Clearance since January 2002 


 


Education              
 


Texas A&I University, Kingsville, Texas 


Bachelor of Business Administration, 1990 


 


 Member, Delta Sigma PI Business Fraternity 
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Local Counsel 


 


 


 
John F. O'Reilly is Chairman/CEO of the full service law firm, O'Reilly Law Group, LLC. Mr. O'Reilly's over 30 
years of experience as an attorney includes a broad range of businesses, business transactions and business 
litigation including numerous multi-million dollar lawsuits. His accounting and business background are an 
asset to litigation clients as well as in business transactions and in resolving business issues. In addition, his 
experience with the public accounting firm of Ernst & Young, as Chairman of the Nevada Gaming 
Commission, as Chairman/CEO of a New York Stock Exchange Company and as a member of numerous 
boards of directors uniquely qualifies Mr. O'Reilly to address the multitude of legal issues that arise in the 
business world. 


Mr. O'Reilly's experience in numerous areas of law including hospitality, gaming, tax, construction, insurance, 
labor, real estate, corporate and bankruptcy enables him to effectively lead the O'Reilly Law Group team of 
lawyers in providing a full range of legal services to their clients. 


 


 Representation of numerous gaming, hospitality and entertainment companies including MGM Grand 
Hotel and Casino, Mandalay Resort Group, CasaBlanca Hotel-Casino-Golf-Spa, Westward Ho Motel 
& Casino, and EMI Music Publishing, as well as entertainers and athletes including Siegfried & Roy, 
MJJ Productions (Michael Jackson), Olivia Newton-John, Fats Domino, Liberace Estate and Mike 
Tyson.  


 Representation as lead counsel for various parties in complex multi-district litigation.  


 Representation in Indian Courts of various persons, including tribal members and contract vendors.  


 Representation of Del Webb Corporation, American West Homes, Lewis Homes, American Nevada 
Corporation, and numerous other developers and contractors.  


 Representation of Lake Las Vegas Resort, a $7 billion resort community involving development of 
residential, hotel, casino, restaurant and retail properties, private lake, golf courses and related 
entertainment facilities.  


 Representation of various clients in mergers, acquisitions, purchases and sales of businesses and 
business entities.  


 


 American Association for Justice (formerly American Trial Lawyers Association)  


 American Board of Trial Advocates  
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 Casino Management Association  


 Commercial Law League of America  


 International Association of Gaming Attorneys  


 National Association of Industrial Office Parks  


 Nevada Development Authority  


 Nevada Taxpayers Association  


 Nevada Trial Lawyers Association  


 Southern Nevada Home Builders Association  


 Urban Land Institute  


 American Intellectual Property Law Association  


 Nevada Police and Fire Emerald Society  


 


 Mediator, ADR Services, Inc.  


 Past President, Clark County Bar Association  


 Former President, Clark County Bar Association's Past Presidents Association  


 Past Editor, Clark County Bar Association Communiqué Magazine  


 Member, Community Board of Directors, Wells Fargo Bank Nevada, N.A.  


 Past President and Member, Board of Directors, Nevada Federal Credit Union  


 Member, Board of Directors, Sierra Pacific Resources  


 Founding Chairman and Chairman Emeritus, Nevada Test Site Development Corporation  


 Member, Board of Trustees, University of Nevada Las Vegas Foundation  


 Former Member, Board of Trustees, Loyola Marymount University  


 Past President, Board of Regents, Bishop Gorman High School  


 Member, Advisory Council, UNLV International Gaming Institute  


 Past Chairman, Nevada Gaming Commission  


 Former Member, Nevada Gaming Policy Committee  


 Past Chairman and Member, Board of Trustees, Las Vegas Chamber of Commerce and its influential 
Government Affairs Committee  


 Member, Henderson Chamber of Commerce Board of Directors  


 Member, Advisory Board, Boys & Girls Clubs of Las Vegas  


 Member, Advisory Board, Boy Scouts of America  


 Former Member, Board of Directors, United Way of Southern Nevada  


 Member, Advisory Board, Catholic Community Services  


 Past Chairman, Governor's Health Care Systems Review Committee  


 
American Bar Association 
State Bar of Nevada 
State Bar of Missouri 
Clark County Bar Association 


 
Missouri 
U.S. Court of Military Appeals 
Nevada and U.S. District Court 
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District of Nevada 
U.S. Court of Appeals, 9th Circuit 
U.S. Supreme Court 
U.S. Tax Court 


 
University of Nevada Las Vegas, cum laude, M.B.A., 1974 
St. Louis University School of Law, cum laude, J.D., 1969 
St. Louis University, B.S.C., 1967 
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Technical Qualifications 


 
Within this section of the proposal, Linebarger Goggan Blair & Sampson, LLP (Linebarger Goggan) responds to 
each of the items in the State of Nevada (State) RFQ Section 3.3 Technical Minimum Qualifications. 
 


3.3 Technical Minimum Qualifications  
3.3.1 An overall, detailed approach to the performance of each of the following tasks outlined in this 


section. This approach should include a detailed description of the proposed collection services to be 


provided.  
 
The collection services we currently offer the State, and will continue to offer, are described at length throughout 
this section of the proposal under each applicable RFQ item.     
 


Basic Work Plan 
Linebarger Goggan offers the State complete services and technology for recovering delinquent receivables. Some 
of the features of the collection program that we offer the State are:  
 


 Comprehensive work plans customized to meet the needs of each client 


 Professional collectors, many of whom are bilingual  


 Experienced attorneys to oversee all aspects of the collection program 


 Nationwide locator service to find missing delinquent account holders 


 Bilingual collection letters designed to attract delinquent account holder’s attention 


 Dedicated call centers with toll-free numbers  


 Regular performance reports sent to the State  


 Legal representation as requested by the State 


 Support on relevant legislative matters  
 


3.3.2 A description of the services to be provided to assist the State Controller’s Office in establishing 


a cost-effective collection service which will maximize the percentage of recovery of the State’s 


delinquent revenue claims. 
 
For every contract, we tailor our proven processes to our client’s regulatory environment and delinquent 
receivables portfolio. From letters and phone calls through legal advice as it pertains to collection matters, we 
offer the State of Nevada (State) a powerful collection program coupled with value-added legal services not 
offered by typical collection agencies.  
 
Linebarger Goggan’s approach produces exceptional results and few delinquent account holder complaints. 
Many of our clients have retained our services for more than a quarter-century — an unusual level of customer 
loyalty in the highly competitive collection industry. 
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Collection Outcomes 
Linebarger Goggan’s successful collection history is proven, a fact on which our clients can rely. The ability to 
collect outstanding court fines and fees is the single most important criteria in selecting a vendor, or partner, for 
this important service. Our clients also choose Linebarger Goggan because we can be relied on to maximize their 
revenue in a manner that treats citizens fairly and courteously. We are responsive to our clients’ needs and 
dedicate a tremendous amount of energy and resources into our collection program. 
 


Demonstrated Track Record 
Linebarger Goggan has a long history of working closely with our clients to provide them with the best possible 
customer service and collection program performance. The high quality of our services has produced ongoing 
customer loyalty, as clients regularly renew our contracts and expand the scope of our work.   
 
Our client retention rates are a testament to our commitment of delivering the highest caliber service in the 
industry. 
 


  43 percent of our collection contracts have been with the firm for 10 or more years  


 35 percent of our collection contracts have been with the firm for 20 or more years  
 


While our approach to collecting delinquent receivables is systematic, we customize it to meet each client’s needs. 
We have implemented many innovative solutions for our clients over the years to help them resolve issues 
related to their collection programs. 
 


Collection Rates 
We have provided collection data details1 in the bound section of the proposal entitled Minimum Qualifications, 
including our current relationship with the State of Nevada.  These clients serve to illustrate our experience and 
success in collecting delinquent court fees and fines. 
 
Many factors affect the ability to collect outstanding court fines and fees. The age and the nature of offense are 
both critical factors in determining recovery rates. Other considerations include the actual dollar amount owed, 
the quality of the data available, client collection policies/practices, the economic circumstances of the 
community, and the geographical location and disbursement of delinquent account holders. We continually 
analyze the court data in order to customize an effective collection program for each client.  
 
The result of 36 years of experience, Linebarger Goggan’s collection process is time-tested, systematic, and 
efficient, yet flexible enough to adapt to each client’s specific needs.  
 


Collection Process 
For every contract, we tailor our proven processes to our client’s regulatory environment and delinquent 
receivables portfolio. From letters and phone calls through litigation and post-judgment collection, we offer the 
State a powerful collection program coupled with value-added legal services not offered by typical collection 
agencies.  
 


                                                 
1 Results obtained depend on the nature of each portfolio of accounts and the facts of each case. Similar results may not be obtained in your case. Past 
performance is no guarantee of future results. 
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The following is a description of our proven, seven-component process for recovery of delinquent receivables. 
Upon receipt of State data and further analysis of its delinquent receivables portfolio, we will adapt the process to 
address specific State needs and desires. 
 
We have included a general flowchart of our collection process. This process will be evaluated following the 
initial collection phase and adjusted to maximize collections based upon the portfolio's specific characteristics 
throughout the collection life cycle. 
 


Linebarger Goggan Collection Process  
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Component I: Account Preparation 


Account Transfers from the State’s System 
Linebarger Goggan’s collection process begins with the electronic transfer by the State of delinquent accounts. 
Transferred accounts are loaded into a fully secure State segment of Linebarger Goggan’s data processing system 
located in San Antonio, Texas.  
 
We begin the electronic case history of each account by establishing a record and unique identification code. This 
code prevents database and skip-tracing vendors from associating accounts with the State. 
 
All accounts are sent to the National Change of Address (NCOA) database for address verification and then 
CASS-certified to meet U. S. Postal Service mailing requirements for address standardization.  We also perform a 
delivery point verification (DPV) process at this time to insure that the address is an actual deliverable address 
and not a vacant lot or non-existent address. 
 


Recall, Inactivation, and Reactivation of Accounts  
The State may recall any transferred account at any time, including accounts that require administrative 
resolution. All collection activity ceases immediately when an account is recalled, and the account is returned to 
the State along with a returned account report. 
 
The State may also inactivate or reactivate an account for collection, depending upon the status of payments from 
the delinquent account holder or of judicial actions affecting the account. Inactive accounts are not transferred to 
dialer campaigns or sent to the mailing queue.  
 
For more information on bankruptcy and death, see Administrative Resolutions on page 7.  
 


Component II: Contacting Delinquent Account Holders by 
Mail 


Initial Demand Letters 
After the completion of Component I: Account Preparation, the Linebarger 
Goggan system automatically transfers State accounts with verified addresses 
to the law firm’s demand letter inventory. Prior to any mailing, all letters and 
a proposed distribution schedule are submitted to the State for approval. 
 
Within five days of an account placement by the State, the system generates 
an initial letter. Printing the demand letter on the law firm’s letterhead 
impresses upon the delinquent account holders the gravity of his or her 
obligation to pay the delinquent amount owed. Typical letters: 
 


 advise the delinquent account holder that the account has been placed 
with our law firm, which is under contract with the State 


 provide contact information, including a toll-free telephone number for 
the delinquent account holder to communicate with Linebarger Goggan 
regarding payment  


 include a detachable, scannable payment coupon  
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Follow-up Letters 
Linebarger Goggan typically uses a series of demand letters, one sent every 30 days, all printed on law firm 
letterhead. The series continues automatically if the delinquent account holder fails to respond. 
 


Undeliverable Mail 
Undeliverable mail (attempted not known, outside of delivery limits, insufficient address) is date-stamped and 
noted in the collection system. If a phone number is known the collector typically calls the delinquent account 
holder within ten business days and updates the delinquent account holder’s address information. If no phone 
number is available, the account is flagged with address change information and forwarded to the skip-tracing 
unit for phone number and address verification. New demand letters with the updated address information are 
sent out automatically.  
 


Incoming Correspondence 
Collection attempts often produce written responses from delinquent account holders with questions and 
concerns about their delinquent accounts. All correspondence from a delinquent account holder (or the 
delinquent account holder’s attorney) is forwarded to the collector assigned to that account, who responds in 
writing, in a direct and friendly manner. Linebarger Goggan attorneys respond when the situation warrants a 
response from an attorney. 


 


Component III: Telephone Contacts with Delinquent 
Account Holders 


Account Distribution to Collectors 
Concurrent with the mailing process, the Linebarger Goggan system transfers accounts with telephone numbers 
into the collector inventory. Accounts from this inventory are handled in a two-step process: 
 


Step One 
Accounts are automatically and continuously 
distributed to collectors who verify the delinquent 
account holder’s identity, confirm basic account 
information, and attempt collection. Accounts are also 
placed in the collector inventory as a result of 
inbound phone inquiries, correspondence or partial 
payments by delinquent account holders. 
 
 


Step Two 
The collectors work to resolve accounts through 
payment-in-full, installment agreement, 
administrative resolution, or possibly legal 
enforcement (e.g. wage garnishment).  
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Dialer Campaign Process 
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Compliance When Making Contact 
Linebarger Goggan’s predictive dialer places calls to delinquent account holders according to a schedule that 
conforms to any applicable laws and regulations and State policies. All calls will be made in strict compliance 
with FDCPA regulation with regards to timing of calls. 
 
Again, after establishing telephone contact, collectors clearly identify themselves as employees of a law firm 
under contract with the State. Collectors then confirm the delinquent account holder’s identity, and verify current 
address, telephone numbers, and place of employment.  
 


Collection Outcomes  


Payment in Full  
As its first priority, Linebarger Goggan always seeks payment in full. To accomplish this, collectors assist 
delinquent account holders in evaluating their financial resources, review the advantages of payment in full, and 
help delinquent account holders develop strategies that enable a single, in-full payment. 
 


Installment Agreements 
Linebarger Goggan recognizes that a significant number of delinquent account holders are not able to make 
payments in full and instead require installment agreements. If a review of the delinquent account holder’s 
finances indicates that full payment is not immediately possible, the collector negotiates an installment plan that 
follows State guidelines. 
 


 Whenever an installment agreement is established, the collector sends a payment plan letter to the delinquent 
account holder confirming the terms and State-specific requirements.  


 The collector working the account places it in the installment agreement queue. Both the system and the 
collector monitor payments until the delinquent amount is paid in full.  


 


Administrative Resolution  
Because of its focus on delinquent government receivables collections, Linebarger Goggan has extensive 
experience with administrative resolutions. If we determine that an account may qualify, we submit an 
administrative resolution request to the State and obtain the required documentation for the applicable category.  
 
When the State approves accounts for administrative resolution, Linebarger Goggan returns the accounts along 
with all supporting documentation, according to State requirements.  
 


Death  


If a database search during Component I: Automated Account Preparation reveals that a delinquent account 
holder has died, Linebarger Goggan does not initiate collection activity unless there is a surviving spouse or an 
estate with sufficient resources to satisfy the delinquent amount. Similarly, if we discover a delinquent account 
holder has died during the collection process, all collection activity is terminated unless there is a surviving 
spouse or estate with the resources to satisfy the delinquent amount. 
 
In either instance, our quality control analyst secures from public records or requests the following information 
from the executor or administrator: the delinquent account holder’s date of death, the county in which he or she 
died, the county in which he or she resided prior to death, and the name, address, and telephone number of the 
fiduciary. 
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If there is an executor or administrator, we request a copy of the death certificate; verify whether there is an 
estate; and document all pertinent information, such as the type of assets involved and the name and location of 
the court involved. 
 
Linebarger Goggan’s quality control analyst submits all documentation to the State-designated point of contact 
and retains the account until the State recalls the case. 
 


Bankruptcy   


If a delinquent account holder has filed for bankruptcy protection, Linebarger Goggan either does not initiate 
collection activities or suspends them and refers the account to the law firm’s quality control analyst for special 
handling. The quality control analyst obtains the bankruptcy filing date, bar date, court name and location, 
docket number, chapter type, and discharge date; and the name, address, and telephone number of the 
bankruptcy attorney and trustee. 
 
The quality control analyst also documents all information on the case history record and refers the account with 
its documentation to the State-designated point of contact. Linebarger Goggan retains the account until the State 
recalls the case. 
 


Unable to Collect/Locate  


If Linebarger Goggan determines that a delinquent account holder is financially unable to satisfy the delinquent 
amount or otherwise describes a significant hardship, the account is forwarded to the State-designated point of 
contact via secure fax. We cease all collection activity during the review period. 
 


Incarceration 


If the delinquent account holder is incarcerated, Linebarger Goggan evaluates the potential for collection, 
including a spouse’s ability to pay (if a joint liability). The firm identifies the place of incarceration, probable date 
of release, location of assets, and (for joint accounts) the spouse’s address and phone numbers. If we are unable to 
collect because of incarceration, the quality control analyst documents the account and refers it and all relevant 
information supporting the determination of inability to collect to the State-designated point of contact. The firm 
ceases all collection activity while the State reviews the account. 
 


Disputes 
When a delinquent account holder disputes the amount or validity of an outstanding delinquency, Linebarger 
Goggan discontinues collection activity and follows State policies and requirements to resolve the account. The 
firm requests from the State any documentation necessary to verify the legitimacy of the account and the amount 
owed.  
 
Copies of all documentation confirming the delinquent amount owed are forwarded to the delinquent account 
holder to confirm the legitimacy of the delinquency. After an appropriate interval, the law firm resumes 
collection efforts unless the State recalls the account or requests that we inactivate it. If the delinquent account 
holder continues to make no effort to pay the amount owed, the law firm may recommend possible enforcement 
options to the State. 
 
If the disputed amount is determined to be inaccurate or invalid, our project manager contacts the State project 
manager or other designated party to make the necessary correction to their records.  
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Compromise Settlements 
Linebarger Goggan never discusses a compromise settlement with a delinquent account holder unless allowed by 
law and authorized by the client.  If a compromise is justified, the collector will forward a compromise 
agreement, approved by the State, to the delinquent account holder. The collector will follow up on these 
accounts to ensure that the payments are made on time.  If payment is not made as agreed, the collector will 
reinstate the full amount of the indebtedness and resume collection efforts on the account unless circumstances 
clearly warrant otherwise. 
 


Component IV: Skip Tracing 
When an account does not include a phone number or when a collector finds that the listed number is incorrect, 
the account is skip traced using a fully automated search. 
 
To quickly locate and contact delinquent account holders, we maintain relationships with selected electronic 
skip-tracing vendors and work closely with them to create stringent, uniform search requirements. We will 
submit files containing State accounts to these vendors through secure Web and FTP sites. 
 


Automated Tiered Series of Databases 
Our automated skip-tracing system ranks database vendors according to performance and sends accounts to the 
highest-performing vendor first. 
 
All accounts Linebarger Goggan sends to national skip-tracing databases are identified by the unique numbers 
assigned to them in Component I: Account Preparation. When a telephone number is found, the account is 
placed in the collector inventory.  
 
Our collectors can obtain phone numbers for known delinquent account holder addresses online, and access 
national skip-tracing databases for every state, city and zip code, from last known address to new geographic 
locations. When a delinquent account holder is located, the collector verifies his or her account information via 
phone and initiates the collection process.  
 


Component V: Litigation 
When our mail and telephone campaigns have not been successful with delinquent account holders and we have 
determined that assets are available, we will refer the accounts to our litigation department.  The account will be 
researched to analyze whether litigation would be appropriate. With the State’s consent, Linebarger Goggan will 
file an application for a judgment under NRC 353C.  Subsequently, we will record the judgment and file for wage 
garnishment, if appropriate.  We have been quite successful in obtaining payments on accounts that others had 
labeled as uncollectible. 
 


Component VI: Processing & Tracking Payments 
The firm segregates important control functions throughout its internal control processes to safeguard client 
funds. The firm also utilizes an internal audit team and an Audit Committee to maintain an effective control 
system. 
 


Financial Controls 
Because we are a law firm, Linebarger Goggan’s handling of clients’ payments and management of bank 
accounts is tightly regulated. The firm is prohibited from earning interest on clients’ funds. For this reason, 
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Linebarger Goggan has established an IOLTA (interest on lawyers’ trust account), which is a special interest trust 
account regulated by each state’s bar association. 
 
Linebarger Goggan maintains a wide variety of professional and general comprehensive insurance policies; all 
employees are covered for liability in amounts not less than $1,000,000 per occurrence. The law firm segregates 
important control functions throughout its internal processes to safeguard client funds.   
 


Payment by Mail 
A detachable payment coupon and return envelope are standard with all Linebarger Goggan collection notices.  
If delinquent account holders wish to pay in person, they will be directed to the appropriate State payment 
processing center.  Delinquent account holders will also be informed of any additional payment options offered 
by the State (by mail, phone, web site, etc.). 
 
Linebarger Goggan’s professional collectors will explain the terms for payment as well as other case resolution 
options approved by the State.  In the event that English is not the first language for the delinquent account 
holder, a bilingual employee will provide assistance. 
 
If a payment or other correspondence is erroneously submitted to the law firm, it is date-stamped, documented, 
and forwarded to the State on the day of receipt. If additional payments are required, Linebarger Goggan sends a 
letter advising the delinquent account holder of the balance due and the correct address for remittance. 
 


Tracking Installment Payments 
Linebarger Goggan recognizes the necessity of aggressively following up on late payments. If a delinquent 
account holder sends an improper amount or falls more than 10 days late in making a payment, the collector 
follows up with the delinquent account holder via phone. During the phone call, the collector reviews the 
installment plan with the delinquent account holder, outlines the importance of following its terms, and 
encourages the delinquent account holder to recommit to the agreement.  
 


Component VII: Documenting & Reporting Collection 
Activity 
All collection activities, whether completed by collection staff or the automated system, are thoroughly 
documented as they occur. Managers’ feedback and instructions are also recorded in the account history for 
collectors’ review and action.  
 
Linebarger Goggan establishes and executes a reporting schedule in the format and with the frequency desired 
by the client. Sample reports are provided toward the end of this chapter in the section titled Sample Reports.  A 
typical suite of reports includes the following: 


 


Daily Activity Report 
 This report includes cases newly referred, cases inactivated, cases recalled, payments made, and warrant and 
adjudication status. 
 


Payment/Deposit Report 
If a payment is sent to the law firm instead of directly to the State, a report is generated to accompany the 
payment to the State. These reports and payments are delivered to the State by the next business day. 
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Monthly Collection Reports 
Reports delivered during the first week of each month include the following information: 
 


 details on collections by placement type 


 account collection history (letters mailed, telephone calls, mail returned) 


 total number of cases assigned, inactivated, reactivated, or recalled 


 comparisons of the law firm’s performance on original and subsequent accounts 


 total cases collected 


 invoice 
 


Acknowledgment Reports 
At the State’s request, Linebarger Goggan can send an electronic acknowledgment report to verify all accounts 
received by the data processing center.  
 


Ad-Hoc Reports 
The law firm’s contract manager oversees the development of any ad hoc reports that the State may require and 
provides them in the desired format.  
 


3.3.3 A description of the time frame necessary to acknowledge receipt of assigned claims or accounts 


and to begin work on assigned claims. 
 


No Expected Lag Time 
As a current vendor for the State, Linebarger Goggan is committed to launching the collection program with 
little, if any, lag time or delays. Barring unusual problems with datasets or transfers, our systems and personnel 
are fully prepared to accept State’s account data and begin the collection process within a matter of days of 
initiating a contract.   
 
The following sample timeline outlines activities set in motion at the signing of the contract. Designed to 
establish communication channels and begin collection efforts quickly, the final implementation plan is tailored 
to the State’s specific needs and circumstances.  
 


Implementation Timetable – Same System 
Because we currently represent the State, if the software is the same as the State is using for its current contract, 
then all initial programming is completed and there will be no lag time between contract award and the 
collection process beginning. 
 


IMPLEMENTATION TIMELINE 


Day 1 The State approves a contract with Linebarger Goggan to collect delinquent accounts. 


Day 1-5 Linebarger Goggan begins collections immediately. 
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Implementation Timetable – Different System  
If the software is different from the State software our firm is exchanging data with currently, we anticipate a 30-
day implementation schedule for this project.    
 
Day 1:  The State approves a contract with Linebarger Goggan. 
 
Days 1-5:  State representatives and the Linebarger Goggan project management team discuss implementation, a 
proposed work plan, and report formats. Our IT personnel discuss the electronic communications protocols and 
requirements with the State’s data processing staff. 
 
Days 1-5: Linebarger Goggan submits draft demand letters for review by the State. Our IT personnel begin 
working with the State to develop an interface. 
 
Days 5-10: Linebarger Goggan provides the State with secure web access, prepares the database system to accept 
the State test data, and begins testing interfaces.  


 The State sends its specific requirements, regulations, and procedures to Linebarger Goggan’s project 
manager. The firm compiles State-specific training materials and assigns collectors and support personnel to 
the project.  


 The State makes final changes and approves demand letters and call center scripts. The law firm’s project 
management team meets with the State project manager to review progress. Our management team also 
reviews employee assignments to ensure adequate staffing levels for the expected volume of State accounts. 


 
Days 11-20: Linebarger Goggan collection system programmers develop special report formats and test them to 
the satisfaction of State personnel. The State approves a system test plan to ensure the reliability and security of 
the network transmissions. State personnel begin sending test data. 
 
Day 11-20: Linebarger Goggan IT personnel and State IT personnel complete final testing to determine that 
interfaces are acceptable for transferring of live data. 
 
Days 20-25: The law firm’s programmers work with State data processing staff (or IT vendor) to finalize special 
report formats, address any issues relating to the startup, and finalize the ongoing work plan. 
 
Days 25-30: The State transmits the first data file for collection. 
 
Days 29-30: Linebarger Goggan processes the first data file, and the State collection program begins. 
 


3.3.4 A description of when and to what extent mailing, telephone and skip-tracing, filing judgments, 


bankruptcy claims, liens, garnishments, asset search, and other collection efforts will be used in terms 


of type, age and amount of assigned account. 
 


All Accounts Treated Equally 
All referred accounts – no matter the age, debt type, or amount – are collected with the same intent and 
motivation.  It is our belief that scoring models should not be used to isolate accounts for no or minimal activity 
on large segments of a portfolio.  While this “cherry-picking” technique may save money initially, it ultimately 
ends up costing clients recovery revenues on those accounts that were not worked.  
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We believe a client’s portfolio should be constantly reevaluated to determine effectiveness and that the entire 
portfolio should be worked to determine the best possible resolution of all accounts.  With the processes used by 
Linebarger Goggan, we believe that we maximize revenues and properly resolve the portfolios entrusted to us by 
our clients, while maintaining the integrity and dignity of each individual delinquent account holder.  


 


3.3.5 A description of the criteria to be applied in determining when installment payment of debts will 


be offered and the maximum term of such payment plan agreements. 
 
The delinquent account holder requests an installment plan to pay the outstanding amount owed.  We will 
establish installment plans for him/her in accordance with State guidelines for minimum amounts or maximum 
length of plan.  The delinquent account holder will receive a form confirming the payment arrangements agreed 
to, along with a payment coupon for making the first installment payment.   
 
Our collectors will monitor these agreements and will send reminder notices when deadlines are missed by a 
couple of days; they may also contact them in person.  Delinquent account holders who fail to make timely 
payments will be reevaluated for other possible collection actions. 
 
Requests for installment plans that do not meet the minimum criteria set by the State will be forwarded to the 
State’s Contract Manager for review and approval.  If approved, we will implement an installment plan and 
follow the same procedures as described above.  
 


3.3.6 A description of the maintenance procedures forms and monitoring to be used for payment plan 


agreements. 
 


Payment Plans 
Whenever an installment agreement is established (with approval from the State), the collector sends a payment 
plan letter to delinquent account holder confirming the terms and State-specific requirements. The collector 
working the account places it in the installment agreement queue. Both the system and the collector monitor 
payments until the delinquent amount is paid in full.  
 
If a delinquent account holder sends an improper amount or falls more than 10 days late in making a payment, 
the collector follows up with the delinquent account holder via phone. During the phone call, the collector 
reviews the installment plan with the delinquent account holder, outlines the importance of following its terms, 
and encourages the delinquent account holder to recommit to the agreement. 
 


Documenting Account Activity 
The actual activity screen for our customized Columbia Ultimate Business System (CUBS) collection software 
shows the current amount due, including interest and collection cost.  All collection or skip-tracing activity is 
recorded by the collector for each account.  Collection managers can review collector activity on all accounts to 
assure that they are providing quality customer care and performing all necessary steps to collect the 
delinquency. 
 
A full description of our technology is provided under Item 3.3.14 at the end of this chapter. 
 


 







 


 


 


 


Technical Qualifications in Response to RFQ No. 2026 for the State of Nevada Controller’s Office     |     Technical Minimum Qualifications     |     14 


Delinquent Account Holder Follow-up 
Every account worked has a tickler (work again date) field that must be populated before a collector is able to exit 
out of that account.  These ticklers are time- and date-stamped for follow-up in either an automated or manual 
environment.  Several reports track this process to assure that accounts are being addressed timely.  In specific 
instances (i.e., those requiring immediate follow-up), a supervisor will transfer that account to their ownership 
and personally seek to resolve the issue or request.  The account is then transferred back to the appropriate 
responsible person or group. 
 


CUBS Activity Screen 


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


 


3.3.7 A description of other collection efforts and when they would be used based upon the type, age 


and amounts of assigned accounts. 
 
As previously stated under Item 3.3.4, all accounts referred to our firm will be handled with the same amount of 
effort.  The oldest and smallest accounts will get just as much attention as the newer and larger accounts. 


 


3.3.8 A description of the criteria according to which settlement for partial payment of a debt will be 


recommended. 
 


Settlement Payments 
Settlement or compromise agreements are a “last resort” option.  Absent extenuating circumstances, they provide 
a less than satisfactory resolution for collecting the full amount owed.  Linebarger Goggan collectors are 
experienced and trained to pursue all other possible collection options before offering a settlement agreement.  
Any settlement agreement must be in accordance with the State’s specifications.  We will seek written approval 
on all settlement agreements unless otherwise stated by the State.  We will adhere to accepted practices in 
accordance with federal and state law to collect such costs, fines, and restitutions. 
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Our procedures for offering a settlement agreement presume the delinquent account holder has been contacted 
and acknowledged our collection notices demanding payment in full.  The collectors working potential 
settlement agreements will document the delinquent account holder’s financial status (credit reports and 
financial disclosures) and obtain other pertinent information on which to base a decision.  
 
For example, collectors will consider the following information: 
 


 the current value of the outstanding debt 


 the settlement amount the delinquent account holder has offered to pay and when 


 the age and health status of the delinquent account holder 


 determine if there is a dispute involved in this claim that may prevent payment in full 


 delinquent account holder’s inability to repay the debt in full within a reasonable timeframe 


 delinquent account holder’s present income or future potential earnings 
 
If the responses to the preceding items determine that a settlement agreement is justified, the collector will 
forward a settlement agreement letter (approved by the State) to the delinquent account holder defining the 
mutually agreed upon settlement terms. 
 
The collector will note the information regarding the settlement agreement for this account.  The collector will 
follow up on these accounts to ensure that the settlement payments are made on time.  If payment is not made as 
agreed, the collector shall cease his/her collection effort, inform the State, and request additional instructions on 
how to handle the account. 
 
Linebarger Goggan may advise the State to pursue litigation, depending upon the delinquent account holder’s 
information and circumstances at this time. 
 


Partial Payments 
If the delinquent account holder pays only part of what they owe the State despite our efforts to encourage them 
to pay the full amount, we will to work on collecting the remaining balance.  
 


3.3.9 A description of the criteria to be applied when debt collection efforts are no longer cost 


effective. 
 
We only consider it necessary to cease collection efforts once an account is considered “uncollectible”, either due 
to the inability to contact the delinquent account holder or finding out circumstances about the delinquent 
account holder that affect their ability to pay (such as bankruptcy, incarceration, etc.).  Further details of these 
types of situations are described earlier in the chapter beginning on page 7. 
 


3.3.10 A description of the criteria proposed when reporting debts to a credit reporting agency, 


amount, age, etc. 
 


Linebarger Goggan does not currently report to credit bureaus on behalf of any of its 2,200-plus government 


clients because government receivables are different than consumer debt. Credit reporting is regulated at the 


federal level by the Fair Credit Reporting Act (FCRA), 15 U.S.C. §1681c.  FCRA prohibits the reporting of civil 


suits, civil judgments, records of arrests, paid tax liens, accounts charged to profit and loss, and any other adverse 


items of information which antedate the report by more than seven years.   
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FCRA also imposes certain strict duties on persons who furnish data to consumer reporting agencies.  One such 


duty is to provide accurate and complete information.  For instance, once a report is filed with a credit bureau, 


the governmental entity has the responsibility of maintaining the accuracy of the data on the bureau report.  Any 


change in the account balance, whether due to payments, credits, debits, or other adjustments, must be reported 


to the bureaus.  Any consumer requests made to the credit bureaus concerning derogatory payment information 


must be responded to by the agency—and therefore the governmental entity that it represents—reporting the 


debt.  The referring agency—and again, also the governmental entity that it represents—is responsible for 


maintaining the accuracy of data for as long as that account appears on the bureau's report.  Additionally, under 


FCRA, there is potential for significant liability associated with damaging an individual’s credit due to incorrectly 


identifying a governmental entity’s customer, improperly updating account balances, or the mishandling of 


disputes.  When a consumer disputes an item with the furnisher of the report, FRCA imposes additional duties 


on the reporter.  Violations of those duties can be enforced by civil litigation, either by the delinquent account 


holder or through administrative processes by the state or federal governments. 


 


Linebarger Goggan has encouraged its clients and potential clients to evaluate the liabilities they may be exposed 


to, as well as the ongoing responsibilities they will be required to meet, when reporting delinquent accounts to 


credit bureaus.  Because there are numerous legal requirements and security/confidentiality issues that should 


be considered, Linebarger Goggan recommends that each governmental entity seeks advice from in-house legal 


counsel prior to filing these reports with credit bureaus.  


 
Linebarger Goggan’s strength resides in the fact that, as a law firm, it may enforce the collection of clients’ 
outstanding receivables through the courts when necessary.  As such, the firm has found that its collection results 
are not significantly impacted by not reporting directly to credit bureaus.  Linebarger Goggan consistently 
outperforms its competitors who do report to credit bureaus, and the firm does so without exposing its clients to 
the risks and ongoing responsibilities involved with reporting. 
 


3.3.11 A description of the procedures through which collection will be recommended for legal services 


or litigation, the criteria for determining the appropriateness of legal services or litigation and the 


mechanisms through which the State will be notified of the need for legal services, apprised of legal 


services status, including a description of the frequency and content of periodic reports to the State. 


Procedures for conducting legal services that may occur outside of the State of Nevada must also be 


described.  Any awarded vendor shall not employ, retain or otherwise utilize legal counsel in the 


performance of any work within the scope of the contract without prior authorization from the State 


Controller’s Office.  
 


Legal Advice & Counsel 
Linebarger Goggan makes every effort to give delinquent account holders the opportunity to pay prior to filing 
litigation to minimize the load on the Courts’ dockets and inconvenience and fees for the account holder.  
However, once we have located the account holder, verified that he is the proper defendant, verified the debt, 
verified attachable assets, and yet the account holder still refuses to pay, Linebarger Goggan will file suit to 
collect the debt.  We will then record the judgment and garnish wages or rent, if appropriate. 
 
In addition to the firm’s collection services, Linebarger Goggan attorneys routinely provide clients with legal 
advice and counsel on collection matters and keep them apprised of changes in the law that may affect their 
collection processes.  Because of their extensive legal training, continuing education, and experience, they can 
evaluate and interpret the vast and complex maze of federal and state statutes, regulations, court decisions, and 
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administrative rulings that govern the collection of delinquent receivables.  These services are provided at no 
additional cost to the State. 
 


Litigation 
As a law firm, Linebarger Goggan is well poised to handle accounts that require litigation in order to effect 
collection.  The firm files thousands of lawsuits each year associated with its collection activities.  It has proven to 
be extremely complementary to the call and letter campaigns, as well as being an effective stand-alone collection 
tool. 
 
A litigation campaign also lends vital credibility to the collection process and makes the demand letter and 
telephone contact programs more effective.  Consequently, we developed a highly effective litigation program to 
support our collection efforts.  Accounts that meet the appropriate criteria and have the approval of the client will 
be targeted for litigation and handled by one of our attorneys licensed in Nevada.  
 
The most important distinction between our collection services and a collection agency is that time and 
information are not lost due to outsourcing accounts to a law firm.  As licensed attorneys, we are able to begin 
litigation immediately upon receiving written approval from the client.   
 
Our collection program is more effective when we educate delinquent account holders on the consequences of 
disregarding their financial obligations, such as the sale of their property, garnishment of wages, and the 
imposition of any applicable penalties, interest, court costs, and attorneys’ fees.   
 
When approved in writing by the State, Linebarger Goggan will: 
 


 Initiate and obtain NRC353C judgments  


 Appear at hearings to enforce State’s claims, as necessary 


 Record judgments and liens, as appropriate  


 prepare  wage and bank garnishment summons, turnover orders, etc., in accordance with applicable laws 
and local court rules 


 negotiate settlements and deferred payment plans with delinquent account holders in accordance with the 
State’s guidelines 


 
While we vigorously pursue all lawsuits we file, we will also try to make every possible opportunity available to 
the delinquent account holders to pay their obligations and avoid any additional inconveniences and fees.   
 
Our proposed fee for litigation services is provided in the bound proposal section entitled Part III: Cost (Fee) 
Proposal.  
 


3.3.12 A description of the procedure and time frame for the return of any accounts to the State 


Controller’s for circumstances detailed in Section 1.2, Overview and Scope of Work. 
 
We have read the Scope of Work described in the State’s RFQ.  Any account being returned to the State will be 
returned with all applicable supporting documentation.  Accounts will be returned on a schedule determined by 
the State.  Linebarger Goggan has the capability of returning accounts within 48 hours of the State requesting the 
return.   
 
Linebarger Goggan will not be providing forensic investigation services, as described under RFQ Item 1.2.32. 
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3.3.13 Examples of demand notices, letters, forms and telephone communication procedures and other 


methods used. 
 
Sample notices, letters and telephone scripts are provided in the section of this proposal entitled Sample Notices & 
Scripts. 


 


3.3.14 A description of any other relevant information supporting the vendor’s ability to perform the 


scope of work outlined in Section 1 of the RFQ.  Vendors may include descriptions of any additional 


services they may desire to provide.  Such additional services may include:  skip tracing, computer 


interface, courier pick-up service for reports and referrals, specialized collection reports or letters, 


financial reports on creditors, providing agency with "read only" computer access to clarify balances 


on assigned cases, etc. 
 


Advanced Technology 
More than three decades ago, while the rest of the industry relied on 
paper, pens, and calculators, Linebarger Goggan pioneered the 
application of data processing technology to recovering delinquent 
receivables, launching a tradition of innovation that continues today.  
 
We have invested tens-of-millions of dollars and more than three 
decades to develop the most sophisticated data processing and 
communications network in the industry. Our system currently 
manages over $10 billion in receivables and tracks more than 100,000 
related lawsuits and bankruptcy cases. No other law firm or 
collection agency has succeeded in duplicating our system’s 
efficiency or capacity. 
 


IT Professionals 
We are able to continually expand our IT capabilities because of the 
talent and expertise of our Information Technology Group (ITG). The 
ITG employs more than 160 system architects, programmers, 
analysts, security experts, network engineers, and other specialists. Together, they design, build, and maintain all 
aspects of the firm’s information technology and communication enterprise, allowing Linebarger Goggan to 
manage in-house all of the IT functions that typical collection agencies and law firms must outsource. By keeping 
information technology and communication services within the firm, we are able to maintain strict quality control 
over all aspects of data processing, storage, security, and transfer. 
 


Systems, Hardware & Software 


System Architecture & Components 
Developed and managed by ITG, Linebarger Goggan’s automated collection system integrates all aspects of the 
collection process for a wide variety of receivable types. Incorporating custom software and powerful, specialized 
hardware, the system is technologically advanced and complex in its capabilities, yet simple in design for 
flexibility and reliability. Based upon scalable, redundant architecture, our system meets the data processing and 
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communication needs of multiple clients, while addressing the regulatory requirements for security, connectivity, 
and business continuity specific to the State. 
 


Linebarger Goggan’s Proprietary Software 
Custom software developed by our ITG enables us to meet the unique needs of each client and adapt quickly to 
changes in the collection process.  
 


Collection Software 
For our fees and fines collection system, ITG programmers adapted the Columbia Business Systems, Inc. (CUBS) 
software, adding easy-to-use custom features that enhance the capabilities of the CUBS software without 
compromising stability.  
 
The major components and connectivity of the Fees and Fines architecture include the following: 


 secure FTP Server (for data file I/O) 


 Avaya phone system (with call processors, telephony switches, media gateways and call management 
servers) 


 Cisco phone system (with core switches, voice and VM gateways, call management servers, and internet 
connectivity) 


 tandem server/processors with content load balancing 


 CUBS application production, test, and development servers 


 Netapp Filer (for secure data retrieval and loads) 


 SANS storage device 


 dialers (TouchStar) 


 credit card transaction server 


 call recording server (TouchStar) 


 call accounting server (Symphony) 


 generator and UPS boxes 
 


The primary data processing and storage site for the firm’s Fees and Fines application is at IT Headquarters in 
San Antonio, Texas, with the backup recovery site located in Austin, Texas.  
 


Hardware 
ITG system architects designed the firm’s hardware around modular components — 
building blocks — that can be easily upgraded or expanded. Redundancies built into 
the system ensure that a change to part of the system does not interrupt workflow. 
Modular system architecture thus allows us to increase performance and capacity 
quickly, with minimal downtime. 
 


Data Security 
Security is built into every aspect of Linebarger Goggan’s IT functions. From data 
transfer through data storage, the security experts of our Information Technology 
Group ensure the integrity and confidentiality of client information.  
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Telephone Capabilities 


Toll-Free Calling 
For delinquent account holders’ convenience, we assign a unique, toll-free number to the client’s project. This 
number is provided in all correspondence and phone conversations with the State’s delinquent account holders. 
 


Interactive Voice Response System 
An interactive voice response system assists delinquent account holders who call the toll-free number associated 
with the State’s project. This system operates 24 hours a day for the convenience of after-hours callers.  The 
system presents callers with several options: hold for forwarding to a specific collector (maximum wait time of 30 
seconds), leave a message for a specific collector, or leave a general message to be forwarded to the appropriate 
collector the next morning. All calls are returned no later than the following business day. 
 


Data Transfers 
As soon as Linebarger Goggan is awarded a contract, ITG creates a secure database for the client. The client’s 
account is assigned a unique internal tracking number, which will be used throughout the life of the contract to 
generate reports and track account placement data.  
 
ITG establishes, tests, and confirms to the satisfaction of the client’s programmers and technical support staff all 
of the firm’s network connections, verifying appropriate levels of security and data integrity between the client’s 
system and ours. Information that is not sensitive is often transferred by e-mail or standard FTP, while sensitive 
information is transferred by FTP through encrypted VPN, or shipped on tape by a licensed courier. Most 
placement data is received via electronic data interchange (EDI) using encryption technology over the Internet 
and our frame relay communication system. 
 
For security reasons, we do not allow direct data transfer to or from our main computer system. Instead, 
encrypted data is transferred from the client’s system to a secure remote computer, then transferred from the 
remote computer to our main system. 
 
When the firm’s file transfer servers receive files from a client, they send automatic e-mail notification to our 
client managers and ITG’s load technicians. The client managers track their specific clients’ data, while the load 
techs check the data for errors; after verifying the data, they load it into our proprietary software system. 
 


Backup Data & Data Archives 


Data Backups 
ITG conducts a full backup of Linebarger Goggan systems every Friday, incremental backups Saturday through 
Thursday, and full backups of certain databases every day.  
 
Our backups meet the same high standards for security as our regular systems and processes, and are encrypted 
using 128-bit “Blowfish” encryption. ITG uses Qinetix CommVault as its backup application. 
  
We maintain full monthly copies of data for one to seven years, depending upon the client’s requirements. All 
backups are verified for accuracy to ensure that the firm can fully restore client data if needed.  
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Data Archives 
A copy of each client file is made for file archiving.  The archive process monitors a uniquely named directory for 
each client.  When a change is detected, an archive of the client file is created and uniquely named based on the 
time it was uploaded or changed plus the original file name.   
 
The format is [(TimeOfUpload)OriginalFileName], and the archive file is placed in a unique folder named after 
the client with _ARCH appended to it.  Uniquely naming each file ensures that a file uploaded with the same 
name cannot overwrite any previously uploaded files. 
 
Linebarger Goggan also employs a data migration policy that moves archived files that have not been accessed 
for a specified period of time to less expensive disk space and eventually to tape.  Our file transfer servers 
originally store client data on the XioTech Magnitude SCSI SAN storage device.  Once the threshold is met for 
which a file is considered to be ready to migrate, the file is moved to a less expensive, but higher capacity 
NetApp NearStore.  A stub or pointer to the original file is created on the XioTech Magnitude, which allows our 
Client Managers or Load Techs to retrieve any version of any file at any time.  The file is migrated back to the 
original location once the stub file is accessed.   
 
Linebarger Goggan never erases or deletes any version of any client file.  We keep all versions of every file for an 
indefinite retention time, unless otherwise specified by the client. 
 


Data & System Security 


Linebarger Goggan Holds NIST Security Certification 
As a result of a firm-wide effort to maximize the already excellent security of our IT systems, in July 2005 
Linebarger Goggan received its National Institute of Standards and Technology (NIST) Compliant Certification 
and Accreditation, based upon the NIST 800 series special publications, which provide guidance on developing 
and implementing a comprehensive computer security program. These documents were developed to assist 
organizations that process “Sensitive but Unclassified (SBU) information.”  
 
The certification process involved an extensive review of every aspect of the firm’s information systems security, 
including disaster recovery, intrusion detection, physical plant security, and virus protection. The firm's NIST 
Compliant Certification and Accreditation was renewed in September 2011.  
 


Payment Card Industry Compliance 
All information and personal data connected with the collection of State accounts will be considered confidential 
and will be protected throughout its life cycle in our systems. Linebarger Goggan’s operations currently comply 
with Payment Card Industry (PCI) Data Security Standard version 1.2.  The law firm uses Digital Defense, Inc. 
(DDI), a PCI scanning vendor approved by the PCI Security Standards Council, to confirm that Linebarger 
Goggan meets PCI compliance requirements. Our most recent scan compliance was verified in June 2011. 
 
To support Linebarger Goggan’s PCI compliance, we have a full library of Information and Physical Security 
policies.  These policies are based on guidance provided within the National Institute of Standards and 
Technology (NIST) Special Publication series.  Specifically, Linebarger Goggan meets the security controls 
defined for a Moderate risk information system.  Additionally, these security controls have been mapped to the 
controls identified by PCI.  The following is a listing of the policies maintained by the firm: 
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 Acceptable Use Policy 


 Access Policy 


 Audit Policy 


 Certification and Accreditation and Security Assessment Policy 


 Configuration Management Policy 


 Disaster Recovery Plan 


 Identification and Authentication Policy 


 Incident Response Policy 


 Information Security Planning Policy 


 Media Protection Policy 


 Personnel Security Policy 


 Physical and Environmental Protection Policy 


 Risk Assessment Policy 


 Security Awareness and Training Policy 


 System and Communications Protection Policy 


 System and Information Integrity Policy 


 System and Service Acquisition Policy 


 System Maintenance Policy 
 


Network Security 
Within our computer network, strict security protocols developed and maintained by ITG protect clients’ data 
from both external and internal threats: 


Powerful antivirus software. ITG technicians run antivirus programs on all computer systems each day to 
prevent contamination of data.  


Continuous monitoring to prevent intrusion. A firewall offers protection at the firm’s connection to the Internet. 
ITG runs intrusion detection software on our firewall and can run it on any other router involved in a connection.  


Close monitoring of Internet communications. Our system collects information on all inbound and outbound 
Internet traffic. 


128-bit end node to end node data encryption. We maintain several virtual private network (VPN) connections, 
which provide the necessary speed and security.  


Password protection. Access to the firm’s computer network requires a unique user ID and password created 
using “strong” criteria: at least eight characters, a mixture of upper- and lower-case letters, at least one number, 
and at least one special character. Passwords must be changed every 90 days, and users may not reuse 
passwords.  


Security at each end node. Limited, secure end node access protects law firm communications. Each end node 
has a dedicated IP address, and our end node routers send audit logs to our centralized log server, creating a 
record of all transmissions. 


Access on a strict need-to-have basis. Once a client’s data resides within the Linebarger Goggan system, a secure 
login and password unique to that client prevent accidental or intentional intrusion. The login and password are 
provided only to those firm employees who need direct access to client data, effectively isolating the client’s 
account data from other system data. 


Centralized IT operations. Electronic data associated with the State project will be maintained at Linebarger 
Goggan’s ITG facility, the primary technology location for the firm. Located in San Antonio, Texas, this facility’s 
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extensive physical and network safeguards protect the information and hardware maintained at this location. All 
State data transfers and data communications will be accomplished by a leased 10Mbs dedicated connection.  
 


Secure Data Transfers 
The transmission of data from a client into the firm’s system is a potential weak spot in many security systems. 
Linebarger Goggan’s ITG takes extraordinary steps to guarantee security during client transmission of data: 


 SFTP: Linebarger Goggan’s system supports SFTP (port 22) as a protocol for secure file transfers by using the 
OpenSSH client and server model.  


 Web SSL: We support HTTPS file transfers through a secure Web page. All data transfers and logons occur 
within a 128-bit encrypted SSL session. 


 IP Sec Tunnel: Our system supports the use of a client-to-server or LAN-to-LAN IPSec encrypted tunnel 
through which a standard FTP session (port 21) can be established and encrypted up to 168 bits. 


 PGP: We support the use of PGP for encrypting files that are e-mailed. Messages are encrypted with a user’s 
key, which works in conjunction with scrambling algorithms to produce data that can be decrypted only by 
its intended recipient. 


 


Disaster Recovery 
Linebarger Goggan’s data centers, located in San Antonio and Houston, Texas, are designed to support all clients 
in the event that one data center experiences an outage requiring the transfer of data off site. The firm’s disaster 
recovery plan addresses both short-term site or system failures of less than 24 hours and long-term failures of 24 
hours or longer; these are identified as Level I and Level II, respectively. San Antonio will be the primary location 
for the State contract. Austin will serve as the back-up or “hot” site in the event of a Level II disaster.  
 


Disaster Recovery Plan 
Every Linebarger Goggan office is required to have a 
detailed disaster recovery plan that meets the firm’s 
standards. These plans establish regular data backup 
strategies, off-site storage, and notification and 
recovery procedures should a disaster occur.  Our 
disaster recovery plan includes the following: 
 


 daily and weekly system file backup stored off-
site 


 annual audit of off-site storage facility  


 disaster recovery agreement with Columbia 
Ultimate Business Systems 


 semi-annual test of disaster recovery facilities  


 disaster recovery team made up of personnel trained to carry out disaster procedures including 


 notifying clients, vendors, and insurance companies 


 setting up temporary offices 


 ensuring physical and data security in the aftermath 


 implementing salvage operations 
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Controlled Destruction of System Outputs 
Linebarger Goggan follows established procedures for identifying confidential information and securely 
destroying it. Electronic media such as floppy disks, CDs, and magnetic tapes are burned, shredded, or 
degaussed to make recovery of data impracticable. In the event that a computer is no longer usable, the 
information contained on its hard drive is destroyed by either magnetically removing the information or 
physically destroying the hard drive. 
 


Facilities Security 


ITG Controlled Access  


Access to the ITG Center facility is controlled by a security system operated by Linebarger Goggan. This system 
employs two access-control subsystems: the badge system and the door system. 
 
The badge system creates individual photo badges for all personnel who are authorized to access the Linebarger 
Goggan facility. An access badge is required to enter the facility. The system allows Linebarger Goggan security 
personnel to create groups based on employees’ job assignments and work needs and to limit the access of these 
groups. The badge system also creates and maintains a log of all entries into the facility. 
 
All facility doors are locked 24 hours a day, seven days a week. The system controls when doors may be opened 
and at what times members of different groups may enter the facility.  
 


ITG Alarm System  
The San Antonio Information Technology Group (ITG) facility’s alarm system, monitored by ADT, is activated 
after normal working hours. Control of this system is limited to key management personnel. The facility has a 
complete fire suppression system and 24-hour video surveillance of all entrances and exits.  
 
Quarterly inspections ensure the smooth functioning of all physical security mechanisms, including: 
 


 all locks and access systems 


 employee identification systems 


 the facility access log  


 after hours security procedures 


 access to the State project area 


 vaults and storage  


 electronic security alarms  
 


ITG Video System  
The ITG facility’s video system provides coverage of all stairways and doors that provide access to Linebarger 
Goggan offices. The video system server is maintained within the firm’s primary computer center, in San 
Antonio.  
 
The video system permits searches of recorded images based on which camera recorded the image, the date and 
time the image was recorded, and a user-defined area within the image. A search based on the user-defined area 
permits operators to highlight an object in the image and search for movement of the object or movement 
through the area occupied by the object. 
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The recorded images are maintained within the Intellex server as well as on magnetic tape in long-term storage 
(60 days). As a part of our backup storage policy, a copy of the recorded images is transferred to off-site storage 
each week.  
 


Personnel Security 
Linebarger Goggan uses stringent recruiting and screening techniques to find and hire the best employees for the 
State. Each applicant is required to complete the firm’s standard employment application and pass a criminal 
background check. If these two steps show no reason to prohibit the applicant from working on the State 
contract, the next step in the screening process is to verify the information provided. Linebarger Goggan uses an 
outside hiring firm, HireRight, to conduct pre-screening on all employees. The time frame of the background 
check is limited to the past seven years and includes screening for any criminal history. 
 


Termination Procedures 
If an employee is terminated, the firm ensures that all access to the firm’s facilities is immediately revoked. The 
employee is escorted from the facility and required to return any access cards, keys and equipment.  
 
In addition, our information technology department immediately revokes system access and logons. Human 
Resources, Information Technology, and Operations use a checklist to ensure that all access permissions are 
revoked. 
 


Reporting 
Linebarger Goggan routinely provides activity reports to clients, detailing our collection efforts within any 
reporting period. Our IT system is capable of generating a variety of reports quickly, including the following: 


 progress reports  


 annual performance reports 


 periodic reports detailing collection activities and results 


 litigation activity reports 


 special reports upon request 
 
Our reporting schedule is flexible and is generally set when the client agrees upon a work plan for collecting fees 
and fines. We work with each client to design any other reports the client deems necessary. 
 


Client Real-Time Access to Data  
Linebarger Goggan will provide on-line real-time access for the State to view the status and activity on their 
accounts via an Internet connection. The State will be able to monitor account status and activity on an account 
by account basis, including letters, phone calls and collector notes. Access will also include selected monthly 
reports that may be viewed via the web site. These reports will include information on placements, collection 
rates, dismissal rates and other activities.  
 


Overview 
Linebarger Goggan Client View, powered by Ecliptics, provides straightforward, real-time internet access to 
account information for our clients and attorneys. Previously, account information was updated at prescribed 
intervals, which potentially meant periods of time with outdated information. Now, we improve our service to 
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you with this easy-to-use interface solution that puts live, up-to-the-minute account information at your 
fingertips. 
 
Linebarger Goggan Client View combines the convenience of web-based access and the assurance of security. 
Netscape and Internet Explorer versions 4.x and later are compatible with Linebarger Goggan Client View. SSL 
(Secure Socket Layer) encryption protects data traffic from the web server to your browser. Each user’s access is 
limited to his or her clients’ account information only.  
 


Benefits 
Enjoy the increased convenience, functionality, and productivity Linebarger Goggan Client View brings to your 
business operations.  
 


 Convenience – Web-based access to real-time account information empowers you to self-help. See the results 
of our collection activity as it happens. In addition to seeing real-time account information, you can also keep 
track of the last letter sent and when it was sent, providing a window to our work on your behalf. Support 
burdens decrease by eliminating time-consuming phone calls and research previously necessary for account 
inquiries. 


 Functionality –Intuitive menus relieve users from memorizing keystroke commands. Real-time account 
information displays in a straightforward format with detail views easily accessible. 


 Productivity – Account information is available instantly, saving your valuable time and allowing you to 
resolve customer questions quickly. 


 
The graphics on the following page illustrate the types of information available through our online data access 
service. 
 


Client View Screen Shots 
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Client View Screen Shots (continued) 
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Sample Reports 
 
The reports provided are samples ONLY. The language and formatting is easily updated and reports may be 
simplified and/or made as complex as desired.  
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Monthly Assignment Summary Report 
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Monthly Collection Report 
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Monthly Telecommunications Collector Audit Report 
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Monthly Telecommunications Campaign Performance Report 


 


 


 


 


 


 


 


 


 


 


 


 







 


Technical Qualifications in Response to RFQ No. 2026 for the State of Nevada Controller’s Office     |     Sample Reports     |     9 


 
Monthly Telecommunications Inbound Hourly Report 
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Monthly Telecommunications Inbound Report by Campaign 
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Sample Monthly Invoice 


 


LINEBARGER GOGGAN BLAIR & SAMPSON, LLP 
ATTORNEYS AT LAW 


 


911 Central Parkway North, Suite 200 


San Antonio, TX  78232 


______________________ 


(210) 403-8622 


FAX (210) 403-8901 


 


 


9/24/2010 


 


INVOICE 


 


Fees and Fines for CITY Municipal Court 


 


 


COURT CLERK 


CITY Municipal Court 


ADDRESS 


CITY, STATE, ZIP 


 


Fees for collections during August 2010 due to Linebarger Goggan Blair & Sampson, LLP for the 


collection of fees and fines for CITY Municipal Court 


 


 


 


CITY Municipal Court for August 2010 collections 
$8,220.15 


  


CITY Municipal Court for August 2010 fees due LGB&S, LLP $1,636.91 


  


 


Please make your check payable to Linebarger Goggan Blair & Sampson, LLP and mail to: 


 


Linebarger Goggan Blair & Sampson, LLP 


P.O. Box 17428 


Austin, Texas 78760-7428 


 


 Attention: Accounts Receivable 


 


Please include a copy of this invoice with your payment.







 


 


 


 


Technical Qualifications in Response to RFQ No. 2026 for the State of Nevada Controller’s Office     |     Sample Reports     |     12 


 


 


 


 


 


 


0000000-00 Doe, Jane 
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0000000-00 Doe, Jane 
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Acknowledgement Report 


 
  


DELINQUENT ACCOUNT HOLDER 
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Cancellation Report 
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Sample Notices & Scripts 


 
The following collections notices are being currently utilized for the State of Nevada contract; the telephone 
scripts are generic examples only.  All language and formatting will be approved by the State of Nevada before 
anything is utilized for this contract. 
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Sample Collection Notice Series 
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Sample Court Fees and Fines Phone Scripts 


 


INBOUND CALLS 


"This is the law firm of Linebarger Goggan, how may I help you?" (Caller asks question.) "If you 


have our letter, please provide me with the seven- or eight-digit number to the right of your name and 


address." (The client's account number, the offender's name, address or telephone number will also 


locate the caller's account).  Once the account has been located the question is asked, "Is your name 


(name which appears on the screen)?"  


If the name is confirmed the collector will state, "Mr. or Ms. (name), before we continue our 


conversation, I need to confirm the information contained in our file. Is your current address (listed 


address, city, state and zip)?  Is your telephone number (listed number)?”  If the information is 


confirmed the conversation is continued; if any of the information needs to be changed it is done so at 


this time. "Now that we have (confirmed/updated) the file information, how may I help you?”  If the 


caller wishes to discuss the offense(s) the Offense Screen is accessed.  If the caller denies the charge 


the Defendant Screen is accessed and the caller is identified.  "Is your date of birth (date listed)?  Is 


your social security number (number listed - provide first five numbers, caller provides last four 


numbers)?” 


If the caller wishes to make payment he/she is instructed to use the coupon at the bottom of the letter.  


"Please detach the coupon at the bottom of the letter and mail it in with your payment."  If the 


offender does not have a copy of the letter, payment instructions are given over the phone from a 


window on the collector's screen.  


If the caller refuses to pay, the offender is informed of the consequences.  "If you fail to pay the 


amount due a warrant may be issued for your arrest, etc. (the type of offense determines the 


consequences)."  If the caller is unable to pay the full amount, a Partial Payment Arrangement (PPA) 


is discussed, ONLY if the client has approved it for the specific offendor.  "Since you are stating you 


are unable to pay the amount due at this time, what other sources of revenue do you have, can you 


borrow from a relative, etc.?”  Once the conversation is completed, the collector notes on the account 


contact are updated, the status of the account is changed to reflect the new information, and the next 


work-again date is noted. 
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OUTBOUND CALLS 


 


"Is this Mr./Ms. (name which appears on screen)?"  If the caller confirms the name, "This is 


____________(collector's name) from the law firm of Linebarger Goggan.  We represent 


_______________(the client) concerning an outstanding fine(s) owed to ____________(client agencies 


— courts, departments, etc.) in the amount of ($$$$$$)."  The collector waits for the individual to 


respond. 


"Mr. or Ms. (name), before we continue our conversation I need to confirm the information contained in 


our file.  Is your current address (listed address, city, state and zip)?  Is your telephone number (listed 


number)?  If the information is confirmed the conversation is continued, if any of the information needs 


to be changed it is done so at this time.  


"Now that we have (confirmed/updated) the file information, when can  _____________ (the client) 


expect payment from you for this outstanding balance?"  If the caller wishes to discuss the offense(s) the 


Offense Screen is accessed.  If the caller denies the charge the Defendant Screen is accessed and the 


caller is identified.  "Is your date of birth (date listed)?  Is your social security number (number listed - 


provide first five numbers, caller provides last four numbers)?  If the caller wishes to make payment, 


he/she is instructed to use the coupon at the bottom of the collection notice letter received.  "Please 


detach the coupon at the bottom of the letter and mail it in with your payment."  If the offender does not 


have a copy of the letter, payment instructions are provided from a window on the collector's screen.  


If the caller refuses to pay, the offender is informed of the consequences.  "If you fail to pay the amount 


due a warrant may be issued for your arrest, etc. (the type of offense determines the consequences)."  


If the caller is unable to pay the full amount, a Partial Payment Arrangement (PPA) is discussed, based 


upon the client's requirements.  "Since you are stating that you are unable to pay the amount due at this 


time, what other sources of revenue do you have, can you borrow from a relative, etc.?”  Once the 


conversation is completed, the collector notes on the account contact are updated, the status of the 


account is changed to reflect the new information, and the next work-again date is noted. 
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Fee Structure 


 
 


First Placement Collection Fees 
For first placement collection services, Linebarger Goggan Blair & Sampson, LLP (Linebarger Goggan) will 
charge a collection fee to the State of Nevada (State) as follows: 
 
[The table from our RFQ 2016 submission has been completely replaced based on new RFQ requirements] 
 


 


Line Item 


 


Amount Placed 


 


Collection Fee / Vendor Fee 


(Percentage of funds actually recovered) 


   


001 up to $300.00 16.67%* Vendor Fee 


002 $300.01- $25,000.00 
 


20% Collection Fee 


003 $25,000.01 and above 20% Collection Fee 


* To change to 20% collection fee when the add-on fee is approved by Legislature 
 
This same fee will cover the existing backlog of receivables included in our initial placement(s) at the beginning 
of the contract/work order, regardless of age.   
 


Legislative Assistance 
As previously stated, Linebarger Goggan will offer legislative assistance, at no cost, to help the State modify 
statutes for an add-on collection fee on amounts less than $300.  When that effort is successful and the add-on fee 
is allowed, Linebarger Goggan’s fee for collection of amounts up to $300 will change to a 20 percent Collection 
Fee. 
 


First Placement Legal Services  
Our contingency fee rate for first placement litigation services will be 34 percent of all monies actually collected.  
The collection fee will be 45 percent on appellate litigation.  The State will be expected to reimburse Linebarger 
Goggan for any pre-approved, non-exempt court costs.  If those court costs are subsequently recovered from the 
defendant, the same will immediately be forwarded to the State.   
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Second Placement Collection Fees 
For second placement non-litigation collection services, Linebarger Goggan will charge a fee of 27 percent on all 
accounts, regardless of balance.   
 


Second Placement Legal Services  
For second placement litigation collection services, the fee will be 34 percent.  The State will be expected to 
reimburse Linebarger Goggan for any pre-approved, non-exempt court costs. 
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Nevada State Controller’s Office may use or disclose the data to the extent provided in the contract. The data subject to the 
disclosure restriction are:  all items that are submitted separately and marked confidential.  
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3.2 Technical Minimum Qualifications 


NOTE: It is mandatory that each component listed below in the Technical 
Minimum Qualifications be addressed.  Failure to address each component will 
result in disqualification of SOQ. 
 
Vendors proposing to receive an award through this RFQ must provide a detailed 
description of their proposed service plan, which must include, at a minimum, the 
following information:  


 
3.3.1 An overall, detailed approach to the performance of each of the 


following tasks outlined in this section. This approach should 
include a detailed description of the proposed collection services to 
be provided.  


 
Implementation Plan for the State  


NCO has the personnel, technology, facilities, and expertise to respond immediately to the State 
needs for a collection program.  We would set up an initial implementation meeting to discuss 
implementation of the project.  We will decide on a date that would be most convenient for the 
State. NCO has decades of experience in implementing collection programs for new clients and 
will ensure a smooth transition and successful program start.  In addition, because NCO was a 
previous vendor we have a lot of the programming necessary already completed in our system.  
This will allow NCO to be ready to receive accounts more quickly than a vendor who has never 
done business with the Controller’s Office. 


The following milestones lead up to the start of collection activities. Some milestones are 
accomplished at NCO headquarters in Horsham, Pennsylvania, while others are accomplished 
at our contact center in Rancho Cordova, CA. 


 


Operational 
Plan Milestone Responsible 


Entity/Location Required Resources 


Day 1  
Contract Award 


Issue notice of award and 
authorized purchase order. State 


Jeff Smith, Contract Manager 
Jim Berry, Project Manager 
NCO Accounting 
NCO Client Services 
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Operational 
Plan Milestone Responsible 


Entity/Location Required Resources 


Day 2-4  
Program 
Planning 


Assemble all pertinent 
NCO departments (IT, 
Operations-Collections, 
Client Services, Client 
Accounting, and Cash 
Processing) to ascertain all 
client deliverables and 
milestones. 


NCO 


Jeff Smith, Contract Manager 
Jim Berry, Project Manger 
NCO Accounting 
NCO Client Services 
NCO IT Client Services Team 


Day 2-4 
Client Set-Up 


Submit client profile to set 
up new client(s) along with 
contract and fee 
parameters. 


NCO/Finance & 
Support 


Jeff Smith, Contract Manager. 
Jim Berry, Project Manager. 


Day 2-5 
Define 


Collection 
Program 


Collection Branch Manager 
appoints dedicated 
supervisor(s) to client. 
Supervisor(s) begin process 
of staff selection. 


NCO Collection 
Office in Rancho 
Cordova, CA 


Jim Berry, Project Manager 
Carlton Williams, Collection 
Manager 
 


Day 2-5 
IT Interface 


Review all file protocols 
and special IT 
requirements. Create IT-
specific project plan, 
establish milestones for 
deliverables, and 
incorporate into overall 
plan for client sign-off. 


NCO IT personnel  NCO IT Client Services Team 


Day 2-5  
Client Sign-Off 


Discuss all deliverables and 
milestones with client. 
Obtain client sign-off. 


NCO/State NCO’s Client Data Team 
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Operational 
Plan Milestone Responsible 


Entity/Location Required Resources 


Day 6-29 
Client Set-Up 


Set up unique client code 
(or codes) for the Court’s 
account types. Incorporate 
into summary report to be 
provided to the Court. Set 
up collection letter series 
and monthly billing notices 
for pre-collection program, 
collection program work 
plan and strategies, client 
reporting and remitting 
requirements. Identify 
account referral processes 
and unique requirements.  


NCO Client Service 
department and 
Accounting 
department in 
Horsham, PA 


NCO’s dedicated Finance IT 
Team, Operations Team and 
Support team 


Day 6-29 
Staffing 


Finalize core collection 
team under dedicated 
supervisor(s). Assess initial 
staffing requirements and 
hire additional staff as 
necessary. Organize client-
specific training for core 
collection team. 


NCO Collection 
Office in Rancho 
Cordova, CA 


Jim Berry, Project Manager 
NCO Recruiter 


Day 6-29 
Performance 


Measures 


Establish collection goals 
and measurement matrix.  


NCO Client Service 
department in 
Rancho Cordova, 
CA 


Bill Girsch, VP of Operations – 
Government 
Jeff Smith, Contract Manager 
Jim Berry, Project Manager 


Day 6-29  
Data Transfer 


(Ongoing) 


Establish data transfer 
routines and test data 
transfer. 


NCO IT personnel 
and the Financial 
and Support NCO 
IT personnel in 
Horsham, PA 


Jim Berry, Project Manager 
NCO IT Operations 


Day 15-29  
Training 


Train core collection team 
to program and client 
requirements. 


NCO Trainer in 
Rancho Cordova, 
CA 


NCO Trainer 
NCO and the Financial and 
Support team 
NCO IT Operations 
NCO Customer Service 
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Operational 
Plan Milestone Responsible 


Entity/Location Required Resources 


Day 15-29 and 
Ongoing 


Load Accounts 
Load accounts 


NCO IT personnel 
and Financial and 
Support 


NCO IT Operations 
Financial and Support Key 
Management  


Day 30  
Start Pre-
Collection 
Program 


Operations 


Commence pre-collections 
activity, send pre-collection 
letters, set up time payment 
arrangements, etc. 


NCO 
Representatives 
and Client Service 
department in 
Rancho Cordova, 
CA 


NCO Key Management 
Personnel 


Day 60  
Start Collection 


Program 
Operations 


Once electronic file is 
received from Court for 
Active Collection accounts 
download to Commence 
collections activity:  


NCO 
Representatives 
and Client Service 
department in 
Rancho Cordova, 
CA 


NCO Key Management 
Personnel 


Day 60 and 
Ongoing  


Skip Trace 


Collection Manager will 
oversee locating debtors 
with invalid address and 
phone information using 
electronic databases and all 
conventional means. 


NCO Collection 
Office in Rancho 
Cordova, CA 


Carlton Williams, Collection 
Manager 
Jim Berry, Project Manager. 


Ongoing  
Program 


Operations 


Continue collections 
activities. 


NCO 
Representatives 
and Client Service 
department in 
Rancho Cordova, 
CA 


Jim Berry, Project Manager 
Carlton Williams, Collection 
Manager 
Jeff Smith, Contract Manager 


Ongoing  
Quality 


Performance 


Review results; compare to 
initial goals. Monitor/coach 
collectors. Pursue top 
performance results. 


NCO Collection 
Office in Rancho 
Cordova, CA 


NCO Key Management 
Personnel 
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Operational 
Plan Milestone Responsible 


Entity/Location Required Resources 


Ongoing  
Staffing 


Regularly assess additional 
staffing requirements. Hire 
as necessary. 


NCO HR and call 
center manager in 
Rancho Cordova, 
CA 


Jim Berry, Project Manager 
NCO Recruiter 


Ongoing  
Quality 


Performance 


Review client performance; 
ascertain that all milestones 
for set-up were met. 


Client Service 
department in 
Rancho Cordova, 
CA and Financial 
and Support 


Jim Berry, Project Manager 
Carlton Williams, Collection 
Manager 
Jeff Smith, Contract Manager 
Lynn Edwards, Client Liaison 


Ongoing  
Quality 


Performance 


Monthly meeting with all 
NCO depts. to review 
performance and ensure 
actuals to deliverables are 
being met. 


NCO Collection 
Office in Rancho 
Cordova, CA / IT / 
etc. 


NCO Key Management 
Personnel 


Ongoing  
Quality 


Performance 


Monthly meetings with 
client to ensure project 
satisfaction. 


Client Service staff 
assigned to client 
and Finance and 
Support 


Jeff Smith, Contract Manager. 
Jim Berry, Project Manager. 
Lynn Edwards, Client Liaison 
NCO Key Management 
Personnel 


 
Detailed Description of Collections Process 


Approach to Maximizing Collections 


NCO’s third-party collection program combines best practices with the use of cutting-edge 
technology to deliver the highest quality accounts receivable management services and 
maximum return for our clients. NCO is licensed and bonded in all states where required. 
Please see Exhibit III for a copy of our state licenses.  


After a case is referred to NCO, we perform skip tracing and letter and telephone campaigns.  
We utilize a number of external data enhancement sources to obtain new or augmented 
demographic data on each debtor as needed.  
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Our state-of-the-art collection process and partnership with Lexis Nexis enables us to locate and 
communicate with debtors who might otherwise be difficult to locate. All letters and telephone 
scripts are fully compliant with FDCPA regulations. NCO diligently pursues all accounts 
referred until a case is paid in full, determined to be uncollectible and/or the case is recalled by 
the client.    


Philosophy & Methodology 


NCO’s philosophy has remained steadfast for eight decades: to improve our clients’ 
profitability by increasing their cash flow, resolving their accounts, and improving their 
customers’ experience. We leverage our highly skilled personnel, unsurpassed technology, 
state-of-the-art facilities, and breadth of experience to deliver services that exceed our clients’ 
expectations. 


NCO has worked with government municipalities for more than four decades. During this time, 
we have developed a clear understanding of the difficulties unique to collecting debt in the 
public sector.  The State’s citizens and customers expect to be treated fairly, ethically, and in 
accord with state and federal laws and regulations.  


NCO recognizes the delicate balance that exists between serving your citizens and collecting 
your debt, and our techniques and our criteria have been perfected to maintain the proper 
balance between assertive and sensitive recovery techniques. 


The above Statement of Work will apply to services performed from our contact center located 
in Rancho Cordova, CA, where we will collect on debt.  NCO’s process to collect on key 
elements and components of our work standards are identified in the table below. 


Account Balance Work Standards 


$25 to $49.99 


• Initial Demand letter sent at placement informing FDCPA rights 
• 2nd Demand Letter sent 30 days after original demand letter (if necessary) 
• Dedicated Inbound and outbound collectors  
• If multiple accounts increase the total balance, accounts are moved to a work 


queue based on balance 
• Outbound call attempts made mornings, afternoons, evenings, and Saturdays with 


NCO’s automated dialing systems  
• All accounts worked until closed and returned or recalled by the State  
• Minimum of two attempts to contact on each account 







 


 
 


April 12, 2012 
 


Page 8 


 
 


An NCO Government Services Submission of Qualifications 
Prepared for 


Nevada State Controller’s Office RFQ 2026  


 


$50 to $499.99 


• Initial Demand letter sent at placement informing FDCPA rights 
• Dedicated Inbound and outbound collectors  
• Outbound call attempts made mornings, afternoons, evenings, and Saturdays with 


NCO’s automated dialing systems 
• 2nd Demand Letter sent 30 days after placement (if necessary) 
• Additional letters sent as appropriate  
• All accounts worked until closed and returned or recalled by  the State 
• Minimum of five attempts to contact on each account first 30 days then twice 


monthly until account resolved  


$500 to $999.99 


• Initial Demand letter sent at placement informing FDCPA rights 
• Outbound call attempts made in the mornings, afternoons, evenings, and 


Saturdays with NCO automated dialing systems and placed by live collectors   
• Dedicated Inbound and outbound collectors 
• Full credit report run; used by collectors to find additional possible contact 


information 
• Additional letters sent as appropriate  
• 2nd Demand Letter sent 30 days after placement(if necessary) 
• 3rd Demand Letter sent 60 days after placement (if necessary) 
• Minimum of eight attempts to contact on each account first 30 days then twice 


monthly until account resolved 
• Legal options explored with permission of  the State 
• All accounts worked until closed and returned or recalled by  the State 


≥$1,000 


• Initial Demand letter sent at placement informing FDCPA rights 
• Dedicated Inbound and outbound collectors  
• Outbound call attempts made in the mornings, afternoons, evenings, and 


Saturdays with NCO automated dialing systems and placed by live collectors   
• Full credit report run; used by collectors to find additional possible contact 


information 
• 2nd Demand Letter sent 30 days after placement (if necessary) 
• Account reviewed for additional activities   
• Additional letters sent as appropriate 
• Legal options explored with permission of  the State 
• All accounts worked until closed and returned or recalled by  the State 
• Continuous two contact attempts per week until account resolved 
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NCO’s Collection Process 


The flow chart on the next page depicts our collection process. A detailed description of our 
collection process and procedures follows the flowchart. 
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To ensure referred accounts are processed according to best practices and to the State’s 
requirements, NCO establishes Account Resolution Standards (ARS) for each client program. 
ARS comprises our proposed work standards for telephone calls and collection letters as well as 
other services relative to the collection process as described in the following pages.  


Step ONE: Scrubbing for Bankruptcy / Deceased and Skip Tracing 


 
Bankruptcy and Deceased  


All new placements are routed through the LexisNexis Banko database. Banko provides 
comprehensive, accurate information on the latest bankruptcy case information. Their databases 
are updated daily with data sources directly from the State’s. Bankruptcy records include the 
debtor’s name, address, and social security number, as well as such information as case number 
and court chapter, date filed, discharged, dismissed, and converted. Information about 
attorneys, trustees, and judges is also available. LexisNexis also provides automated case 
monitoring for regular updates and case management to keep updated with the latest 
bankruptcy notifications to limit your legal exposure to stay violations. 


New placements are also scrubbed through LexisNexis’s multi-sourced deceased database. This 
provides NCO with extensive coverage from various sources to update our inventory of 
accounts within 24 hours of notification. This helps reduce complaints and assists in the probate 
process when warranted. All deceased debtor will be referred to the State for follow up and will 
include verification of the debtor date of death. 


 
Automated Bankruptcy Scrub Process  


NCO uses an automated bankruptcy search process when an account is referred for collection 
or when an existing account has had any information changed (change of address, change in 
phone, etc.). This process facilitates the collection process of non-bankrupt accounts, precludes 
collection attempts on bankrupt accounts, and supplies the information needed to assist the 
client in determining the next course of action. 


Newly referred accounts and accounts with changed information are sent to LexisNexis daily 
for bankruptcy scrub processing where they are added to/updated in NCO’s account 
inventory. The entire NCO account inventory is scrubbed for bankruptcy activity, which is 
electronically reported back to NCO. LexisNexis receives daily updates from the bankruptcy 
courts. 


If there is a bankruptcy hit, a file is sent to NCO that includes the following bankruptcy data: 
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 Case Number  


 Chapter  


 File Date  


 Status Date  


 Disposition Code 


 Suffix  


 Address  


 Zip Code  


 SSN  


 City 


 State  


 County 


 First Name 


 Last Name  


 Middle Name  


 Business 


 Business 1 


 Business 2 


 Business 3 


 Debtor’s City  


 Debtor’s State  


 ECOA  


 Attorney Name  


 Attorney Address  


 Attorney City  


 Attorney State  


 Attorney Zip  


 Attorney Phone  


 341 Date  


 341 Time 


 341 Location  


 Trustee  


 Trustee Address  


 Trustee City  


 Trustee State  


 Trustee Zip  


 Trustee Phone  


 Judge’s Initials  


 Funds  


 Discharge Complaint Bar Date  


 Match Code  


 Client Code  


 Court District 


 Court Address 1 


 Court Address 2 


 Court Mailing City  


 Court Zip  


 Court Phone  


 Debtor Phone  


 Voluntary\Involuntary Dismissal  


 Proof of Claim Bar Date  


 Input SSN 


 Reinstated Case Date 


If the received bankruptcy data is identified as a high match, and there is a bankruptcy effective 
date, the bankruptcy information is populated in the bankruptcy extended record, the status 
code is changed to reflect bankrupt (if not a sensitive status code), and the activity is noted in 
CRS. Certain clients and datapaths require the account to be kept open, returned, or moved to 
another collection unit.  


If the received bankruptcy data is identified as a low match, has multiple filings, or has a blank 
bankruptcy effective date, the bankruptcy information is populated in the bankruptcy extended 
record. The activity is noted in CRS, and the account is placed in hold status until manually 
reviewed by a bankruptcy specialist. 


The supervisor/lead distributes the work in the following priority: 


 Special Clients: 24-hour turnaround  


 New Business Files: 72-hour turnaround  
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 Warehoused Files: 72-hour turnaround 


Scrubbed data is loaded into NCO’s system, processed, and updated according to system rules 
and logic. The bankruptcy specialist determines if the bankruptcy information provided by 
LexisNexis matches with the consumer information we have on file in CRS. The specialist also 
determines if the account on file was included in the bankruptcy.  


If so, the account is manually placed in a bankruptcy status (if not in sensitive status code) and 
an audit transaction code is entered in the system (99 percent of accounts). 


Certain clients and datapaths require the account to be kept open, be returned, or moved to 
another collection unit.  


If not, the account is placed back to the last status code and an audit transaction code is entered 
in the system. The specialist reviews the account to ensure the first notification letter was sent. If 
not, the agent sets the proper letter strategy. 


Collection activity begins on new accounts with no bankruptcy activity. The initial letter is 
generated and accounts are assigned to collector call queues.  


Newly bankrupt and updated accounts are removed from collector call queues to protect 
bankrupt consumers from unwarranted mail solicitation, telephone solicitation, and collection 
efforts. 


Exception reports are manually reviewed and disposition determination keyed/entered into the 
system. NCO provides updates to the client in accordance with contract requirements and work 
standards. Exception reports are filed by date. 


Bankruptcy Experience 


Jim Berry, the assigned Project Manager, has over 22 years of handling bankruptcy cases and is 
an expert in bankruptcy law and the processing of bankruptcy cases.  Our Corporate office has a 
Bankruptcy Department that manages pending bankruptcy cases. Our staff in this department 
has extensive bankruptcy knowledge and fully understands the intricacies and demands of 
servicing pending bankruptcy accounts 


Skip Tracing  


NCO uses various location methods and electronic databases to find current contact 
information for referred accounts having inaccurate addresses and telephone numbers. Upon 
placement, NCO processes all accounts to verify telephone and address information, 
segregating those accounts ready to be contacted from those requiring skip tracing. NCO 
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searches its internal database to see whether information about the debtor exists among its 450 
million records, and updates the demographics for those debtors as necessary.  


All accounts with balances greater than $200 are automatically referred to TransUnion to pull 
credit bureau reports. Files are returned to NCO within 48 hours with credit scores, trade lines, 
and updated telephone numbers and addresses. Debtors who are making timely payments or 
have open lines of credit are highlighted for the collectors. Scores provided assist us in 
prioritizing and intensifying our collection efforts on the accounts deemed most collectible. 
TransUnion also offers NCO event-based “Triggers,” which will advise us within 24 hours of 
specific changes to the debtor’s credit profile that we request TransUnion monitor for us. This is 
an extremely powerful skip trace and case prioritization tool.  


Quality Control Process 


To validate the automatic update process, NCO performs daily random quality assurance 
audits on incoming court dockets and filing updates. One out of every 100 trustee bankruptcy 
notifications and one out of every 20 attorney bankruptcy notifications have a quality control 
check conducted to ensure an update was received by the LexisNexis bankruptcy program. The 
turnaround time for the correspondence to be processed is one week from the received date or 
date created. Audits are tracked and reported weekly to the responsible manager. We 
investigate exceptions with our IT business analysts and with our LexisNexis client liaison to 
determine root cause and prevent recurrences. 


All incoming correspondence from attorneys pertaining to bankruptcies continues to be 
manually reviewed, disposition determination keyed/entered into the system, and then imaged 
and stored.  


LexisNexis 
After accounts are loaded on our collection system, collectors have direct access to interactive 
skip tracing tools. These tools are integrated with our system through an enterprise agreement 
with LexisNexis that permits unlimited access to these databases. These are our primary search 
tools because they provide effective and efficient find rates. 


The LexisNexis database contains name, address, and telephone information for more than 170 
million individuals and 10 million businesses, and access to information about virtually every 
household in the United States. Bankrupt and deceased debtors are identified in this search, as 
well as residency information and same last names. LexisNexis provides access to the U.S. 
Postal Service National Change of Address database, which updates our accounts to improve 
the hit rates of our initial mailings and to immediate notify us of known mail returns.  
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Using Accurint, a LexisNexis product, NCO attempts to locate debtor information, including 
aliases, addresses, relatives, associates, neighbors, property, assets, and more. Accurint uses a 
name, past address, phone number, or Social Security number to locate a current phone number 
and address. Address information dating back 30 years is readily accessible. Accurint 
dramatically improves our ability to find up-to-date contact information for skip accounts, 
which comprise about half of all accounts referred for collection.  


LexisNexis provides directory assistance look up, reverse electronic directory assistance look 
up, as well as a multitude of address sources and demographics such as income ranges and 
home value ranges on both an individual and geographic level. It provides data surrounding 
the actual address of the debtor and others living at the same address and relatives up to three 
degrees of separation from the debtor.  


LexisNexis also provides advanced data linking capabilities that allows NCO to rank in 
chronological order and weigh by source the data that is returned to ensure quality. The 
matching technology utilizes all data sources of reliable address and phone information to 
establish linkages between current, new, and historical information about a debtor’s identity 
and location. Once a debtor has been uniquely identified, an internal identifier is assigned to 
that debtor and his or her historical records. Any new information matching that individual is 
linked together using this internal unique identifier.  


LexisNexis, working with NCO, has developed an automated skip trace process that provides 
the unprecedented ability to monitor debtors as they change addresses and phone numbers. 
Within 24 hours of an address or phone number change, we have the updated information in 
our system. No other collection agency offers this service.  


The following screen shots depict Lexis Nexis and its robust features and illustrate the 
LexisNexis Accurint tool NCO uses for its skip tracing efforts.  
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Menu 







 


 
 


April 12, 2012 
 


Page 17 


 
 


An NCO Government Services Submission of Qualifications 
Prepared for 


Nevada State Controller’s Office RFQ 2026  


 


Search Options 
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Reverse Lookup 
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Phone Number Search 
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Property Search 


 
Step TWO: Case Segmentation 


NCO has the ability to predict how likely a debtor is to pay a case through NCO’s proprietary 
case scoring model. Using this model, accounts are scored and scrubbed to predict case 
payment probability with a high degree of accuracy. TransUnion provides credit reports 
identifying debtors who are making timely payments to other creditors; the report includes new 
addresses, telephone numbers, employment information, open trade lines, and available money 
sources. Our scoring models use the multiple character and behavior attributes stored in credit 
bureau reports to score portfolios. Pertinent information is extracted from the TransUnion 
reports and presented in an easy-to-use format.  
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Our segmentation model runs on a decision engine platform. The decision engine automatically 
segments accounts with the highest potential for collection. 


NCO’s decision engine tool stores all segmentation logic, and automates processes that our 
analysts were manually performing in the past. Once segmentation of client accounts is 
complete, NCO is able to be more productive. Segmentation models are used to pool accounts 
based upon expected liquidity. Predictive variables include credit bureau scores as well as 
demographic and case characteristics.  


Please note that segmentation allows NCO to be more effective and efficient which quickly 
maximizes collections and the net return of monies to our clients. However, NCO works all 
accounts until collected in full, recalled by the client, or deemed uncollectible. 


Step THREE: Collection Letters 


Collection letters are an integral and effective component of the recovery process. NCO’s 
collection letters are automatically generated by the collection system and mailed at 
preprogrammed intervals depending on the type of case and client requirements. Letters have 
payment coupons and window envelopes for remitting payments and facilitating automated 
mail extraction and payment posting. Please see Exhibit I for sample letters. 


Initially NCO sends two letters to debtors. The first letter, mailed within 48 hours of placement, 
notifies debtors their case has been referred for collection. Debtors who have not resolved their 
accounts or contacted NCO in the first 30 days receive a second letter.  


Additional letters may be sent during the course of collection efforts in response to various 
circumstances, such as: a check returned for non-sufficient funds; intent to deposit postdated 
checks; and payment plan setup, reminder, and broken promise. 


NCO’s corporate compliance department reviews the textual content of collection letters to 
ensure compliance with all applicable regulations. Customized letters are available upon 
request.  


Step FOUR: Telephone Interaction 


Frequent telephone interaction with debtors produces the best results for repayment. NCO 
attempts to contact debtors with valid telephone numbers within two days of case placement. 
NCO conducts calling campaigns in the mornings, afternoons, and evenings, and on weekends. 
Calling campaigns are complemented by NCO’s letter series. 
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When contact with a debtor is made, the representatives informs the debtor that their case has 
been placed for collection, remind them of their obligation, ask for payment in full, or set up 
payment arrangements when payment-in-full is not possible. NCO has multilingual collectors 
to facilitate debtor communications.   


In every case, NCO’s collection personnel are focused on finding a way to resolve debt 
obligations to the State’s satisfaction. Our efforts to resolve debt obligations amicably include 
counseling debtors and businesses on the origin of the obligation, the steps needed to resolve 
the obligation, and possible avenues of recourse if the obligation is not legitimately owed. 


Supervisors monitor telephone interaction to ensure proper handling and review accounts 
regularly to ensure that each case receives the attention it requires. Additional telephone 
attempts are made as often as necessary to deliver optimum results. NCO’s focus is to obtain 
payment-in-full while treating debtors courteously and professionally. Telephone contact 
attempts continue until contact is made or until accounts are deemed uncollectable. 


Partial Payment Arrangements 
Before negotiating a partial payment arrangement (PPA), NCO representatives develop a 
financial profile of the debtor based on the existence of real property, gainful employment, bank 
accounts, stocks, bonds, and other assets. NCO typically requires at least 30 percent down and 
the balance in full over 90 days, altering this policy to meet the State’s requirements. 


NCO allows a maximum payout period of 12 months when no other terms are possible. PPAs 
longer than 90 days are reassessed every three months to determine whether or not the debtor 
can pay in full, increase payments over a shorter term, or otherwise expedite the repayment 
period. NCO representatives request payment in full each time contact is made. 


Upon receipt of the initial payment, the collection supervisor assigns the case to a PPA 
representative for monitoring and follow-up. The representative monitors accounts to ensure 
payments are received according to scheduled terms. 


Meanwhile, NCO’s automated system verifies payments posted against arrangements, 
schedules and triggers reminder letters to be sent 14 days before the next due date, and 
monitors accounts in anticipation of future payments. The system automatically identifies 
accounts where a debtor has failed to submit a payment within three days after the payment 
due date. If an arrangement is broken, the case is automatically assigned to a PPA 
representative’s queue for follow-up. Contact is again made with the debtor, a broken promise 
letter is mailed, and solicitations for payment in full begin again. 
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Collecting on Non-sufficient Fund Items 
When a check is returned for non-sufficient funds (NSF), the bank automatically presents the 
check a second time.  


NCO typically adds a service charge to the debtor’s case in accordance with client guidelines 
and state guidelines for allowable service charges for returned checks.  The service charge is 
reported on the next statement to client.  If we are unable to contact the debtor by telephone 
within five days, NCO mails a letter to the debtor informing them their check was returned 
because of NSF, and the amount due is still outstanding.   


The case is documented with the reason for non-payment if other than non-sufficient funds 
(case closed, stop payment, etc.).  If two or more items are returned by the bank, or if the 
checking account has been closed the debtor’s record is also coded with a special status. 


Step FIVE: Credit Bureau Reporting 


NCO uses credit bureau reporting as a collection tool in accordance with company policy, 
federal statutes, and client guidelines. At the direction of the client, NCO reports delinquent 
accounts to one or more of the three national credit bureaus (Experian, Equifax, and 
TransUnion). NCO’s initial notification letter informs debtors they have 30 days to dispute the 
validity of the debt. 


We recommend not reporting for 90 days from placement to filter out all disputes, accounts 
listed in error, and to give debtors the opportunity to make a short payment arrangement before 
affecting their credit profile for 7 years. 


During this recommended 90-day period, representatives work diligently to leverage the 
prospect of credit bureau reporting while urging debtors to remit payment in full. Credit 
bureau reports are updated electronically once a month and manually on a daily basis. NCO 
adheres to this schedule for deletions as well.  


Step SIX: Determining Uncollectibility 


After exhaustive collection efforts, NCO initiates close and return procedures when accounts 
remain uncollectible because: 


 Debtor cannot be located – After comprehensive, automated and manual skip tracing 
efforts are unproductive 


 Debtor cannot pay at present – Because they are unemployed, on welfare, without 
sufficient income, seriously ill, bankrupt, have no assets, or are experiencing extenuating 
circumstances  
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 Debtor refuses to pay – And litigation is not recommended or approved 


 Debtor is deceased – If death is confirmed and there is no estate 


Close and Return Procedures 
NCO complies with all requirements for closing and returning accounts, recognizing the State 
may recall accounts at any time at their discretion. The case status is updated on the collection 
system using a code that represents the reason for the action. A supervisor reviews accounts 
before they are closed and returned. All close and return codes are created to meet the State’s 
requirements. 


Step SEVEN: Remitting to the State  


NCO remits gross or net collections in accordance with contract terms on a daily, weekly, 
bimonthly, or monthly basis.  NCO can remit payments to the State by check, by wire transfer, 
or through the Automated Clearing House (ACH) network.  Wire transfers are credited to the 
receiving bank the same day they are sent, and ACH transfers are credited the next business 
day.  We can provide both wire and hard copy remittances.   


At the end of the month, our client accounting department calculates the total dollars collected 
on behalf of specific clients, whether paid to NCO or to the client directly.  We use the ACH 
network to transfer funds paid to us during the month to the client’s designated account 
through our financial institution.  NCO forwards reports and statements at predetermined 
intervals to clients that reflect these activities.  


Step EIGHT: Records Maintenance and Reports 


NCO will document, report, and maintain all records and reports in accordance with generally 
accepted accounting standards, the State’s accounting standards, and the resulting contract.  


Our collection procedures comply with all applicable regulations and good business practice for 
the administration and management of accounts.  We retain copies of all debtor 
correspondence, financial transactions, and other documentation pertinent to the case. 


Typically NCO archives case information for seven years offsite on CD-ROM.  After the 
required retention period expires and accounts are returned, NCO purges its system of client 
information.   


NCO’s Litigation Capabilities 
NCO has well-established relationships with attorneys in all 50 states and uses this nationwide 
network when pursuing accounts that require litigation.  These attorneys specialize in collection 
work and are well-versed in all federal, state, and local regulations pertaining to debt collection.  
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We endeavor to work with attorneys who are adept at resolving accounts amicably prior to 
litigation. 


No case is referred for litigation without written authorization from the client.  NCO uses the 
following procedures to identify and refer accounts for possible legal action. 


 Collectors identify accounts as possible candidates for litigation and forward them to 
collection supervisors for review. 


 Accounts approved by collection supervisors as candidates for litigation are sent to 
NCO’s legal department. 


 The legal department reviews and evaluates accounts.  NCO solicits written 
authorization from clients to file suit. 


 After client authorization to proceed with litigation, NCO forwards qualified accounts to 
an attorney in the state where the debtor resides.   


 Attorneys attempt to resolve accounts through letters and telephone calls, and make 
recommendations to file suit against specific accounts.  NCO forwards these 
recommendations to client. 


 If the case remains suit-worthy, the debtor receives a letter indicating the case is 
scheduled for legal action. 


 If a debtor does not respond appropriately, the debtor is sued. 


After a judgment is rendered, NCO takes steps to ensure that the judgment is executed and the 
debtor’s obligations are discharged.  We may file a lien against any real estate owned by the 
debtor, use administrative wage garnishment in states where this is lawful, or place a levy on a 
bank account or another similar asset.  As a last resort, NCO may seek to have a sheriff’s sale 
held to liquidate the balance of the judgment.  Once resolved, legal accounts are returned with 
all pertinent documentation. 


 
3.3.2 A description of the services to be provided to assist the State 


Controller’s Office in establishing a cost-effective collection service 
which will maximize the percentage of recovery of the State’s 
delinquent revenue claims. 


 


NCO has provided a detailed description of the services to be provided in our response to the 
section above in order to assist the State Controller’s Office in establishing a cost-effective 
collection service.  In addition, NCO is committed to providing high-value, low-cost services to 
help the State achieve its business objectives. Our recovery approach is to maintain a proper 
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NCO Models our quality programs specifically to our clients needs. Our average quality 
rating for Collection Service Representatives across all of our client programs is  90%  


balance between assertive and sensitive recovery techniques to recover the highest percentage 
of delinquent receivables. NCO help maximize collections for the State NCO is committed to 
quality and fully supports our Quality Control Plan. This program uses a team approach to 
quality assurance between NCO and our clients. To meet our quality assurance levels, we use 
several tools and processes to enhance our quality assurance program.  


 Call and Data Recording: NCO uses the call recording application NICE to 
record both voice and data for quality purposes. NICE allows quality observers 
to set a schedule to make sure all representatives have the expected number of 
calls recorded each month. NICE also provides the observers and supervisors a 
tool to track scores and progress made.    


 Quality Score: NCO internal QA observers monitor a random selection of our 
representatives’ calls and grade the representative on the quality of the call. NCO 
uses the quality score to coach representatives on further improvements to their 
telephone and customer service skills. Dedicated QA observers guarantee the 
calls are reviewed and scored as expected.  


 Quality Coaching: Once the calls are recorded and scored, NCO’s supervisors 
review the results with the representatives. These one-on-one coaching sessions 
are the key to a successful quality program. The representatives understand the 
expectations, how they are measured, and how they can improve their quality of 
call.  


 Conducting “Calibration Sessions”: These sessions get supervisors, team 
leaders, and floor managers together to listen to taped calls and rate them. 


 


 


Quality Control Plan 


Our proactive approach to providing quality service also includes the following measures: 


• Identifying opportunities for representative quality improvement 


• Posting “quality flyers,” providing representatives with constant reminders to do it 
right the first time, and building a culture of quality performance 
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• Emphasizing effective communications between quality representatives and team 
leaders 


• Having representatives sign a Quality Commitment Statement; this “contract” 
stresses our commitment to quality service 


• Recognizing representatives by posting individual and team performance statistics 


The Quality Assurance Manager 
 
Responsibilities of the quality assurance manager include: 


 Managing quality assurance for all clients 


 Reviewing daily/weekly reports to calculate trends and overall department 
performance 


 Overseeing corporate initiatives within the department to attain the most efficient 
and effective service quality for our client base 


 Monitoring all quality feedback to achieve the level of success based upon your 
service requirements 


 Assisting in training and development of various modules for interpersonal and 
technical skills 


Quality Assurance Observers 
 
NCO’s quality assurance observers perform the following duties:  


 Monitor/observe each representative according to your requirements  


 Create weekly success reports for each representative for use in supervisor coaching 
sessions 


 Create weekly departmental quality report for use by the department and quality 
assurance managers and supervisors 


Internal Quality Standards 
 
NCO’s internal quality standards are designed to ensure every customer contact is conducted 
with the highest degree of professionalism and courtesy. Dedicated representatives assure your 
policies and procedures are followed during every call.  


NCO’s commitment to training and quality reinforce performance standards. NCO has 
designed a monitor report to record these standards. We use this report to review the call to 
ensure: 
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 The account holder or adult occupant is appropriately greeted 


 The message is delivered accurately and in its entirety 


 Applicable information is communicated accurately 


 Questions are answered completely and courteously 


 Balance and account status are accurately communicated 


 Appropriate payment options are offered 


 Next actions regarding service continuation or service disconnection are clearly 
stated 


To help us meet our objective of providing the highest quality standards for you and your 
customers, NCO calibrates our values to mirror those of the State’s by using your standards for 
quality customer contact: 


 The State’s training modules and updates 


 Observation forms 


 Continuous feedback from the State 


 Industry-specific regulations and guidelines 


 Monitoring industry standards 


Quality Monitoring Tools 
NCO uses the call recording application NICE to record both voice and screen shots for quality 
purposes. 


NCO can also set up access to its inbound call monitoring software, CentreVu.  


NICE 
NICE allows the Quality Observers to set a schedule to make sure all representatives have the 
expected number of calls recorded each month. NICE also provides the observers and 
supervisors a tool to track scores and progress made. The score sheets are customized to each 
client’s specific requirements. NICE allows us to easily integrate the State’s monitoring form 
into our quality process and makes the calls available to the State for replay and review.  


CentreVu 
CentreVu has real-time, daily, weekly and monthly reports for representative, call, and queue 
statistics.  


The AVAYA CentreVu Call Management System, Version 13, is used in conjunction with 
CentreVu Supervisor to manage, track, and enhance the performance of NCO call centers. 
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The call management system allows NCO to analyze and adjust specific aspects of its 
operations to meet evolving requirements. Managers monitor representative performance, 
identifying total talk time, average hold time, call abandonment rate, and the number of calls in 
queue. The software gives NCO’s supervisors real-time access to program-specific information 
they use to ensure high productivity levels. NCO’s wide area network (WAN) provides all call 
centers with a dial-up digital ISDN backup connection. In the event of emergency or disaster, 
operations can be readily transferred to another NCO location that is unaffected. 


Performance Metrics 


NCO has a three-tiered approach toward collector productivity benchmarks. 


 The first productivity benchmark is the collector’s individual monthly collection 
goal. Based on the collector’s percentage to goal/over goal appropriate evaluation of 
collector performance can be analyzed. 


 In addition to the individual collector goal, NCO conducts analysis on portfolio 
batch performance. The purpose of this analysis is to determine productivity within 
a specific placement of accounts. This allows strategic planning to take place and 
focus to be emphasized on account placements requiring additional penetration 
and/or collector attention.  


 NCO also prides itself on striving to perform number one for our clients. In order for 
us to achieve this goal, NCO compares its performance against competitors who also 
hold a percentage of the same market share for a particular client. Strategy is 
adjusted accordingly to reach the goal of maintaining the highest-performing 
position with our client. 


Tracking performance of our collection agents and generating performance reports on a daily 
basis plays a pivotal role in delivering exceptional service to our clients. Each day affords an 
opportunity for NCO to increase receivables for our clients and positively impact the bottom 
line for those who trust their accounts to NCO. For this reason, NCO has implemented the 
following measures to ensure expectations are met or exceeded: 


 State-of-the-art computerized collection system providing reporting mechanisms to 
track: 


 Client collection portfolio liquidation rates (spindown reports) allowing for strategic 
planning to focus on account placements and segments requiring additional 
collection activity and increased penetration. 


 Client data integrity ensuring proper amounts of contact are attempted and focus on 
portfolio segments requiring skip trace activity. 
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 Collection unit last contact reporting allowing collection supervisors to audit last 
contact attempts on accounts – ensuring no account stays idle in queue. 


 Account status reporting allowing analysts to implement calling campaign strategies 
focusing on accounts with a high propensity to pay, increasing receivables. 


 Real-time reporting showing payments as they are processed and posted to 
collection units. 


 Daily tracking of payments on whiteboard using count-down from daily goal 
approach motivating team members to collect payment and have payment included 
in tracking of daily goal 


 Collector reporting through account hot sheet and promise to pay sheet showing 
accounts with high propensity to pay and/or accounts with payment promises. 


 Computerized collection system uses disposition coding for further organization and 
reporting capabilities. 


 Telephone extension phone reporting – indicating inbound calls received and 
outbound calls placed. This reporting allows managers to ensure appropriate call 
volume versus talk time is enforced. 


 
3.3.3 A description of the time frame necessary to acknowledge receipt of 


assigned claims or accounts and to begin work on assigned claims. 
 


Action Estimated Time Frame 


NCO receives the State’s accounts  Monthly or as agreed 
NCO inputs accounts into its WIN system Within 24 hours of receipt of accounts 
NCO provides the State written 
acknowledgment of referrals 


Mailed to the State next business day after 
accounts posted to FACS computer system 


NCO commences skip tracing processes Next business day after accounts are input into 
our system 


NCO generates and mails all required notices After initial data scrub for updated address 
information and within two days of input of 
files 


NCO begins contacting debtors and collection 
activities 


Within three days of input of files to coordinate 
the delivery of the letter with the attempted call 


 
 
3.3.4 A description of when and to what extent mailing, telephone and 


skip-tracing, filing judgments, bankruptcy claims, liens, 
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garnishments, asset search, and other collection efforts will be used 
in terms of type, age and amount of assigned account. 


 


The following tables provide information about the collection efforts that will be used by the 
amount of the assigned account.  No matter the type and age of the account those efforts 
described below are the same.  Those accounts that qualify for legal action including 
garnishments, asset searches, liens, etc. are based upon dollar amount are identified within the 
table.  The filing of bankruptcy claims will be done within several business days of receiving 
notification of the bankruptcy. 


Key elements and components of our work standards are identified in the following table. 


Key Elements and Components of NCO Work Standards 


Client Setup Types of receivables are segregated according to the client’s 
guidelines 


Collection Notices All initial collection notices that are sent to debtors are subject to 
client approval 


First Telephone 
Activity 


Calling campaigns are initiated within two days of placement 


Left Messages All “left messages” are scheduled for callbacks on a daily basis 


Promises-to-Pay All “promises-to-pay” are identified accordingly and scheduled 
for follow-up 


Payment 
Arrangements 


Account is moved to a central file once an acceptable payment 
arrangement is made and noted in the debtor’s file 


Follow Up 
Telephone Activity 


Accounts that are were not able to be contacted through our 
initial efforts or received returned left message calls are 
continually contacted on a weekly basis until contacted 


Remittances Gross collections are remitted to the client on a regular schedule 


Skip Tracing Accounts are routed through our internal database and skip 
traced as needed thereafter for contact information 


Credit Reporting 
Accounts that aren’t paid in full are reported to the National 
Credit Bureaus 
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Key Elements and Components of NCO Work Standards 


Legal Action 


Accounts that aren’t paid in full are searched for attachable 
assets.  Once assets are located the client is contacted to obtain 
permission to begin legal action to obtain monies through the 
court system 


 
 
 
 
 
 


Account Balance Work Standards 


$25 to $49.99 


• Initial Demand letter sent at placement informing FDCPA rights 
• 2nd Demand Letter sent 30 days after original demand letter (if necessary) 
• Dedicated Inbound and outbound collectors  
• If multiple accounts increase the total balance, accounts are moved to a work 


queue based on balance 
• Outbound call attempts made mornings, afternoons, evenings, and Saturdays with 


NCO’s automated dialing systems  
• All accounts worked until closed and returned or recalled by the State  
• Minimum of two attempts to contact on each account 


$50 to $499.99 


• Initial Demand letter sent at placement informing FDCPA rights 
• Dedicated Inbound and outbound collectors  
• Outbound call attempts made mornings, afternoons, evenings, and Saturdays with 


NCO’s automated dialing systems 
• 2nd Demand Letter sent 30 days after placement (if necessary) 
• Additional letters sent as appropriate  
• All accounts worked until closed and returned or recalled by  the State 
• Minimum of five attempts to contact on each account first 30 days then twice 


monthly until account resolved  
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3.3.5 A description of the criteria to be applied in determining when 
installment payment of debts will be offered and the maximum term 
of such payment plan agreements. 
 


NCO understands that sometimes the best course of action is to establish a payment plan with 
the debtor. When it is clear that the debtor cannot pay in full, NCO will negotiate voluntary, 
reasonable, and affordable partial payment arrangement (PPA) in compliance with the State  
guidelines and all applicable rules and regulations.  


Before negotiating a PPA, NCO representatives develop a financial profile of the customer, 
based on the existence of real property, gainful employment, bank accounts, stocks, bonds, and 
other assets. NCO typically requires at least 30 percent down and the balance in full over 90 
days, altering this policy to meet the State’s requirements. 


$500 to $999.99 


• Initial Demand letter sent at placement informing FDCPA rights 
• Outbound call attempts made in the mornings, afternoons, evenings, and 


Saturdays with NCO automated dialing systems and placed by live collectors   
• Dedicated Inbound and outbound collectors 
• Full credit report run; used by collectors to find additional possible contact 


information 
• Additional letters sent as appropriate  
• 2nd Demand Letter sent 30 days after placement(if necessary) 
• 3rd Demand Letter sent 60 days after placement (if necessary) 
• Minimum of eight attempts to contact on each account first 30 days then twice 


monthly until account resolved 
• Legal options explored with permission of  the State 
• All accounts worked until closed and returned or recalled by  the State 


≥$1,000 


• Initial Demand letter sent at placement informing FDCPA rights 
• Dedicated Inbound and outbound collectors  
• Outbound call attempts made in the mornings, afternoons, evenings, and 


Saturdays with NCO automated dialing systems and placed by live collectors   
• Full credit report run; used by collectors to find additional possible contact 


information 
• 2nd Demand Letter sent 30 days after placement (if necessary) 
• Account reviewed for additional activities   
• Additional letters sent as appropriate 
• Legal options explored with permission of  the State 
• All accounts worked until closed and returned or recalled by  the State 
• Continuous two contact attempts per week until account resolved 
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Our representatives will inform debtors of their rights and responsibilities, describe various 
repayment options to debtors, and interview them to complete a financial profile and develop a 
repayment plan that is appropriate for their financial situation.  


Upon receipt of the initial payment, the collection supervisor assigns the account to a PPA 
representative for monitoring and follow-up. The representative monitors accounts to ensure 
payments are received according to scheduled terms. 


Meanwhile, NCO’s automated system verifies payments posted against arrangements, 
schedules and triggers reminder letters to be sent 14 days before the next due date, and 
monitors accounts in anticipation of future payments. The system automatically identifies 
accounts where a customer has failed to submit a payment within three days after the payment 
due date. If an arrangement is broken, the account is automatically assigned to a PPA 
representative’s queue for follow-up. Contact is again made with the customer, a broken 
promise letter is mailed, and solicitations for payment in full begin again.  


NCO allows a maximum payout period of 12 months when no other terms are possible. PPAs 
longer than 90 days are reassessed every three months to determine whether or not the 
customer can pay in full, increase payments over a shorter term, or otherwise expedite the 
repayment period. NCO representatives request payment in full each time contact is made. 


3.3.6 A description of the maintenance procedures forms and monitoring 
to be used for payment plan agreements. 
 


After initial payment is received, the assigned representative monitors accounts to ensure 
payments are received according to scheduled terms.  In addition to this, NCO’s automated 
system verifies payments posted against arrangements, schedules and triggers reminder letters 
to be sent 14 days before the next due date, and monitors accounts in anticipation of future 
payments. The system automatically identifies accounts where a customer has failed to submit a 
payment within three days after the payment due date. If an arrangement is broken, the account 
is automatically assigned to a PPA representative’s queue for follow-up. Contact is again made 
with the customer, a broken promise letter is mailed, and solicitations for payment in full begin 
again.  


NCO allows a maximum payout period of 12 months when no other terms are possible. PPAs 
longer than 90 days are reassessed every three months to determine whether or not the 
customer can pay in full, increase payments over a shorter term, or otherwise expedite the 
repayment period. NCO representatives request payment in full each time contact is made. 


 
3.3.7 A description of other collection efforts and when they would be 


used based upon the type, age and amounts of assigned accounts. 
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Scoring and Segmentation 


NCO has the ability to predict how likely a debtor is to pay an account through NCO’s 
proprietary account scoring model.  Using this model, accounts are scored and scrubbed to 
predict account payment probability with a high degree of accuracy.  TransUnion provides 
credit reports identifying debtors who are making timely payments to other creditors; the 
report includes new addresses, telephone numbers, employment information, open trade lines, 
and available money sources.  Our scoring models use the multiple character and behavior 
attributes stored in credit bureau reports to score portfolios.  Pertinent information is extracted 
from the TransUnion reports and presented in an easy-to-use format.   


 


Our segmentation model runs on a decision engine platform. The decision engine automatically 
segments accounts with the highest potential for collection from the accounts that are less likely 
to pay.   NCO’s decision engine tool stores all segmentation logic, and automates processes that 
our analysts were manually performing in the past.  Once segmentation of client accounts is 
complete all accounts will receive collection treatment, however NCO is now able to be more 
productive and return a higher recovery to our clients by focusing on debtors who are more 
likely to pay. 


NCO’s decision engine tool stores all segmentation logic, and automates processes that our 
analysts were manually performing in the past.  Once segmentation of client accounts is 
complete, NCO is able to be more productive by focusing on debtors who are more likely to 
pay. 


Segmentation models are used to pool accounts based upon expected liquidity.  Predictive 
variables include credit bureau scores as well as demographic and account characteristics.  
Placements are segmented into four value segments: 


 High Value: 4x Average Liquidation Rate 
 Medium High Value: 2x Average Liquidation Rate 
 Medium Low Value: Average Liquidation Rate 
 Low Value: Below Average Liquidation Rate 


 
Each value segment receives collection treatment based on operational expense and expected 
collections.  This approach improved actual client performance by 15 percent, while reducing 
staffing levels by 29 percent. 


NCO’s segmentation decision engine provides clients with a wealth of benefits, including the 
following: 
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 Via CRS, the decision engine provides for faster segmentation, as well as 
segmentation on a larger-scale. 


 The cycle time is significantly reduced since the decision engine tool is available 24 
hours a day, seven days a week. 


 
 The decision engine reduces points of failure in the segmentation process. 


 
 From a data security perspective, the decision engine process is more secure given 


that all data stays within the network.  
 
 From an operations perspective, NCO sites now receive the segmented accounts 


faster. 
NCO Trigger Program 


NCO’s Trigger program is an unparalleled, proactive recovery program that turns dormant 
accounts into paid accounts. The Trigger program recovers debt on charged-off accounts when 
all internal and external collection activity fails. It captures new location information to enhance 
collection of the debt and identifies debtors whose financial situation or ability to pay has 
improved.  


A Cost-Effective Program Focusing on Those Most Likely to Pay 


NCO posts unpaid collection items to the debtor’s TransUnion consumer credit file. We then 
continuously monitor the TransUnion database, 24 hours a day, for new credit activity and/or 
updated location information. Using a systematic, criteria-based program to identify positive 
life changes, NCO is notified of any signals that your debtor’s financial situation or ability to 
pay may have improved (i.e., the debtor applies for more credit, the debtor has paid off a loan 
or credit card, etc.). NCO’s Trigger program center then processes these changes on a daily basis 
and sends a collection notice to the debtor, followed by phone attempts. 


Our Trigger program works on a contingency-fee basis, minimizing collection costs and adding 
to your bottom line. It differs from other account monitoring programs in that it monitors for 
activity 24 hours a day, seven days a week, rather than on a “batch” basis. Trigger can also be 
customized to suit your needs with regard to letter and telephone campaigns. Upon the client’s 
consent, accounts already placed with NCO for collection services can be transferred to the 
Trigger program without being recalled and re-referred by the client, thereby saving the client 
time and resources.  
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Trigger 
 Immediate 


 Potential pay indicator, send letter 
 Follow-up with telephone contact 
 Continued monitoring 


 Ongoing 
 Upon notification, send letter 
 Telephone Contact 
 Continued monitoring 


 Unqualified 
 Immediately closed and returned 


 







 


 
 


April 12, 2012 
 


Page 38 


 
 


An NCO Government Services Submission of Qualifications 
Prepared for 


Nevada State Controller’s Office RFQ 2026  


NCO Trigger Strategy 


The following flow chart depicts our collection strategy for the Trigger program. 
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Proven Success 


The following case studies provide examples of when the NCO Trigger program has 
successfully helped companies liquidate dormant delinquent accounts.  


Success Story 1 


In February 2006, NCO entered into partnership with one of our longstanding 
telecommunications clients to handle two million accounts that were going to be purged from 
the client’s system and archived. NCO accepted responsibility to store these accounts as well as 
continue working the active portfolio through the Trigger program. 


Through September 2009, NCO has recovered more than $5 million with net return of $2.5 
million, far exceeding the client’s expectations. 


Success Story 2 


During 2004, a leading television services provider identified 1.5 million accounts in their 
inactive files. NCO proposed our Trigger program as a solution for increasing revenues on 
these dormant accounts, which had already been through several agencies. 


NCO began using the Trigger program for the client in April 2005. Trigger’s success led to 
additional “forward flow” placements into the Trigger program from this client. Through 
September 2009, NCO has achieved gross recoveries of $14 million for this client. 


 
3.3.8 A description of the criteria according to which settlement for partial 


payment of a debt will be recommended. 
 


NCO accepts settlements on behalf of a client only if the settlement amount is acceptable to the 
client. When a customer proposes settlement terms, NCO contacts the client in writing to obtain 
authority to accept or reject the terms.  In addition, NCO will provide the client with a 
recommendation on whether or not a proposed settlement by a debtor should be accepted and 
the reasons why it should or should not be accepted.  Blanket settlement parameters may be 
established in accordance with the State’s guidelines to streamline operations. NCO may also 
actively pursue settlements via a concentrated settlement campaign if directed to do so by the 
State. NCO understands that it is entitled to a collection fee based on the settlement amount, not 
on the original amount referred for collection. 


3.3.9 A description of the criteria to be applied when debt collection 
efforts are no longer cost effective. 
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Per section 1.2.38.7 in the “Overview and Scope of Work,” NCO will take all appropriate 
actions on each case until we determine that the account is uncollectable, paid in full, or 
requested to be returned by the State Controller’s Office.  When NCO returns an account in the 
event it is unable to collect, a detailed explanation for that conclusion will be included, and we 
will pursue litigation services with approval from the State.  The criteria will be based upon the 
“Work Standards” table that has been provided in several sections within our responses above.   


After exhaustive collection efforts, NCO initiates close and return procedures when accounts 
remain uncollectible because: 


 Debtor cannot be located – After comprehensive, automated and manual skip tracing 
efforts are unproductive 


 Debtor cannot pay at present – Because they are unemployed, on welfare, without 
sufficient income, seriously ill, bankrupt, have no assets, or are experiencing extenuating 
circumstances  


 Debtor refuses to pay – And litigation is not recommended or approved 


 Debtor is deceased – If death is confirmed and there is no estate 


 Businesses that are defunct or out of business – If no assets are found 


However, NCO is a credit reporting agency and utilizes the ability to report a debtor to affect 
the debtor’s ability to obtain credit.  This tool allows NCO to continue collection efforts with 
minimal cost to NCO and while still attempting to maximize collection recovery of the State’s 
accounts. 


 
3.3.10 A description of the criteria proposed when reporting debts to a 


credit reporting agency, amount, age, etc. 
 


NCO uses credit bureau reporting as a collection tool in accordance with company policy, 
federal statutes, and client guidelines. Accounts can be reported to the credit bureaus after 30 
days.  However, NCO recommends that accounts not be reported until after 90 days of being 
placed for collections.  This allows for any accounts that are placed in error or recalled to not 
have affected a debtor’s credit profile and allow a debtor a reasonable amount of time to make 
payment arrangements to repay the debt before it affects their credit profile. 
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3.3.11 A description of the procedures through which collection will be 


recommended for legal services or litigation, the criteria for 
determining the appropriateness of legal services or litigation and 
the mechanisms through which the State will be notified of the need 
for legal services, apprised of legal services status, including a 
description of the frequency and content of periodic reports to the 
State. Procedures for conducting legal services that may occur 
outside of the State of Nevada must also be described.  Any 
awarded vendor shall not employ, retain or otherwise utilize legal 
counsel in the performance of any work within the scope of the 
contract without prior authorization from the State Controller’s 
Office.  
 


NCO has well-established relationships with attorneys in all 50 states and uses this nationwide 
network when pursuing accounts that require litigation. These attorneys specialize in collection 
work and are well-versed in all federal, state, and local regulations pertaining to debt collection. 
We endeavor to work with attorneys who are adept at resolving accounts amicably prior to 
litigation. 


No account is referred for litigation without written authorization from the client. We make all 
reasonable efforts to collect each account prior to litigation. NCO uses the following procedures 
to identify and refer accounts for possible legal action. 


 Collectors identify accounts as possible candidates for litigation and forward them to 
collection supervisors for review. 


 Accounts eligible for potential legal action are those accounts where the debtor has the 
means or assets to repay the debt but either refuses to pay, is uncooperative in paying , 
breaks promises or does not respond to NCO’s collection efforts. 


 Accounts approved by collection supervisors as candidates for litigation are sent to NCO’s 
legal department. 


 The legal department reviews and evaluates accounts. NCO solicits written authorization 
from clients to file suit and our recommendation on why suit is necessary and what assets 
are to be targeted to repay the debt owed. 


 After client authorization to proceed with litigation, NCO forwards qualified accounts to an 
attorney in the state where the customer resides.  


 Attorneys attempt to resolve accounts through letters and telephone calls, and make 
recommendations to file suit against specific accounts. NCO forwards these 
recommendations to client. 
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 If the account remains suitworthy, the customer receives a letter indicating the account is 
scheduled for legal action. 


 If a customer does not respond appropriately, the customer is sued. 


After a judgment is rendered, NCO takes steps to ensure that the judgment is executed and the 
customer’s obligations are discharged. We may file a lien against any real estate owned by the 
customer, use administrative wage garnishment in states where this is lawful, or place a levy on 
a bank account or another similar asset. As a last resort, NCO may seek to have a sheriff’s sale 
held to liquidate the balance of the judgment. Legal reports showing status updates can be 
provided to the State on a monthly basis.  


Once resolved, legal accounts are returned with all pertinent documentation. 


 
3.3.12 A description of the procedure and time frame for the return of any 


accounts to the State Controller’s for circumstances detailed in 
Section 1.2, Overview and Scope of Work. 


A supervisor reviews accounts before they are closed and returned. Accounts are returned 
according to the method and frequency specified by the client. A monthly report lists closed 
and returned accounts and relevant information. 


Per section 1.2.38.7 in the “Overview and Scope of Work,” NCO will take all appropriate 
actions on each case until we determine that the account is uncollectable, paid in full, or 
requested to be returned by the State Controller’s Office.  When NCO returns an account in the 
event it is unable to collect, a detailed explanation for that conclusion will be included, and if 
will pursue litigation services with approval from the State.  


 
3.3.13 Examples of demand notices, letters, forms and telephone 


communication procedures and other methods used. 
 


Typically, NCO sends two letters to debtors. The first letter, mailed within 24 hours of 
placement, notifies debtors their account has been referred for collection. Debtors who have not 
resolved their accounts after 30 days receive a second letter.  


 Collection Letters 


To ensure collection letters are generated accurately and on schedule, NCO sets up each new 
client account with a strategy for collection letter generation on our collection system. In our 
nightly processing, we run a program that scans the system for all letters, updates for the next 
scheduled letter, prints the letter, and books a transaction stating it was printed. Then, all letters 
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are sent by file transfer protocol (FTP) to PSC Info Group (PSC) in Valley Forge, Pennsylvania, 
and printed that same day.  


NCO contracts with PSC to generate collection letters and billing statements. PSC is fully 
automated for processing and distributing all forms of regular business communications and 
mailings, such as statements, invoices, collection notices, letters, and other time-sensitive 
documents.  


If PSC does not receive their files, then they notify us by e-mail and we follow up by sending an 
automated report stating what should be in the files. Within a few days of the initial file 
transmission, we scan our system to document and verify that all letters that should have been 
sent have indeed been sent. A report identifies accounts that did not receive a letter and our 
Client Services department reviews and corrects the problem. 


Please see Exhibit I for a sample of our collection letters.  


Telephone Interaction 


Frequent telephone interaction with debtor produces the best results for the State. NCO 
attempts to contact debtors with valid telephone numbers within two days of account 
placement. NCO conducts calling campaigns in the mornings, afternoons, and evenings, and on 
weekends. Calling campaigns are complemented by NCO’s letter series, which coincides with 
telephone efforts.  


NCO uses predictive dialer-based representatives and ownership representatives to contact and 
interact with debtors. Representatives remind debtors of their obligation, inform them that their 
account has been placed for collection with NCO, and begin a dialogue to develop a profile and 
payment plan. They use carefully composed telephone scripts to help manage conversations 
with debtors in a positive and results-oriented manner. Our scripts comply with the Fair Debt 
Collection Practices Act (FDCPA) and all applicable regulations. 


Supervisors monitor telephone interaction to ensure proper handling and review accounts 
regularly to ensure each account receives the attention it requires. Additional telephone 
attempts are made as often as necessary to deliver optimum results. NCO’s focus is to obtain 
payment-in-full while treating debtors courteously and professionally. Telephone contact 
attempts continue until contact is made or until accounts are deemed uncollectible. 
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NCO uses these primary contact methods during our account resolution process including: 


 Letters  


 Telephone  


 Interactive Voice Messaging  


 Text messaging 


 
3.3.14 A description of any other relevant information supporting the 


vendor’s ability to perform the scope of work outlined in Section 1 of 
the RFQ.  Vendors may include descriptions of any additional 
services they may desire to provide.  Such additional services may 
include:  skip tracing, computer interface, courier pick-up service for 
reports and referrals, specialized collection reports or letters, 
financial reports on creditors, providing agency with "read only" 
computer access to clarify balances on assigned cases, etc. 


  
Reporting Capabilities  


All reports are populated automatically by systems managed by our IT staff. All contact related 
data is stored in a relational database (MS SQL Server) for use in reporting. We utilize a variety 
of reporting tools to generate custom reports for our clients, including, but not limited to: 
spreadsheets generated by Microsoft Excel, reports generated by Microsoft FoxPro, and 
Microsoft Access. We also generate files in a variety of data models, depending on client needs. 
Depending on the complexity of the report, the reporting solution may be as simple as feeding 
the data into a spreadsheet template. More complex reporting requirements are custom 
developed utilizing tools such as Crystal Reports.  


Our automated system is capable of producing pre-formatted reports we will customize to fit 
the State’s particular requirements. Our reports are available in hard copy or electronic format, 
depending on your preference. 


NCO provides detailed status and management reports documenting account activity and 
reporting program performance. We also provide close and return reports and accounts being 
litigated reports as necessary to communicate these circumstances to the State.  


The following table shows typical reports NCO can provide to the State. 
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Report Name Description 


Detailed Client Analysis Report 
Shows monthly new business, 
collections, and returned statistics for 
last 12 months 


Monthly Spindown Report Shows net dollars recovered as a 
percentage of total recovery 


History Analysis Report 


Shows monthly placements, 
collections by month, and return 
statistics for history of account up to 
10 years 


Acknowledgement/Status Report Acknowledges receipt of listed 
accounts and their status 


Account Status Report 
Monthly report of status of listed 
accounts, including balance, 
collections, and remarks 


Statement of Account 
Specific activity statement shows 
account activity during a specified 
time period 


Name and Address Change Report 
Lists all accounts that have had a 
name or address change since last 
reporting period 


Close and Return Report List of accounts removed from active 
status and reason for return 


 


Please see Exhibit II for a sample of our reports.  


Online Access to Accounts 


NCO can provide remote access to our collections system through FACS-WEB. This module 
allows for functions such as: 


 Client ability to review of the debtor account 
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Client can review: 


• statistical and payment information 


• collection and skip tracing efforts 


• collector’s notes regarding conversations with debtors 


In addition to the client accessing debtor information the debtor can access our system through 
a separate website and is provided the following: 


• Debtor ability to view their account balance 


• Debtor  ability to make credit card payments via the web  


• Debtor ability to set up payment arrangements via the web 


The screenshots on the following pages illustrate the different client functions of FACS-WEB 
can provide to our clients. 
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This is the opening screen, where users log into FACS from a secure internet connection. NCO 
provides our clients with a user identification/account number and password, which is used to 
access the system. 
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Once a client is logged into FACS-WEB, a drop-down menu of available options appears. This 
screen shows the Account Information option. 
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This screens shows the options available when selecting an account to view. The “Use My 
Number” option lets the client enter the facility debtor account number, while the “Use Agency 
Number” prompts the client to enter the NCO FACS account number. 
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Note: These screen captures have been redacted to protect debtor   information. 


This screen displays the demographic data for the selected account. It offers four options to 
view additional information: 


 Payments 


 Account Notes 


 Recall Account (This option is not contractually available for all clients) 


 Comments (This option enables clients to send notes on the account back to NCO) 







 


 
 


April 12, 2012 
 


Page 51 


 
 


An NCO Government Services Submission of Qualifications 
Prepared for 


Nevada State Controller’s Office RFQ 2026  


 


The payment history for an account. 
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The View Account Notes option. 
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The Recall Account option, if available, allows clients to recall an account through a drop-down 
menu. The drop-down menu prompts the client for a reason code for the recall, which is sent to 
NCO management, which reviews the recall reason prior to the account being closed and 
returned. 
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The comments section allows clients to place comments on the account, which become part of 
the debtor’s permanent account record on NCO’s system. 


Privacy and Security Measures 
NCO’s understands safeguarding our clients’ information is of the utmost importance. That is 
why our security and privacy measures are fully integrated into all of our business operations. 
We continually monitor their adherence to ensure information is protected on all levels, at all 
times. The degree of protection we provide to our clients with regard to their information is 
unmatched in the industry.  This focus ensures the confidentiality and integrity of your 
information and that of your customers’ through our measures of security and privacy.   


Clients are assigned a password secure web page upon on account placement at no cost.  All 
activity can be conducted and viewed from this website, and it can be customized to meet your 
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particular requirements.  As an additional security measure, NCO filters the client’s corporate 
public IP.   


Special Capabilities 


As a world’s leading BPO provider, NCO can leverage our extensive experience with contact 
center expertise with our industry-leading technological infrastructure to provide a suite of 
program components to our clients in the public sector.  Additional cost-saving programs 
include the following: 


NCOePayments  


NCO can process:  


 One-time, emergency  check payments 


 One-time, emergency credit card payments 


 One-time, emergency debit payments 


 One-time, emergency ATM withdrawal payments 


Additionally, NCO has the ability to handle recurring payments. The customer can determine 
the amount of each transaction, or State can provide the customer’s billing amount to NCO each 
month.  


NCO is the only provider with the ability to accept phone payments via credit card and check 
without increasing the costs to State– and there is no charge for additional call handle time. 


NCO can enhance the proposed program and maximize web- or IVR- enabled customer self-
service capabilities in the process. Our NCOePayments service enables the State to accept check 
and credit card payments over the phone, with no fee to the utility, at any time during the 
course of the program.  


We can integrate the NCOePayments program into the customer’s call at no extra charge to the 
State. We can also set-up a stand-alone application through our IVR and the State’s website 
with no additional charge. 


Your customer pays a convenience fee based upon the type and amount of the payment (no cost 
to the State. NCO handles all payment processing and produces a file or report for you for 
posting purposes. Since NCO is reimbursed for the extra time on the phone to accept the 
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payment, there is no need to increase the cost for handling the call to the State. This is another 
advantage of our one-stop-shop philosophy. 


By providing customers with the option of paying by credit card and checks via ongoing, 
inbound and outbound telephone contact, ePayments delivers a quantifiable boost to the State’s 
bottom line. 


NCO’s proprietary NCOePayments payment processing architecture can handle a full range of 
customer payment solutions. Our NCOePayments solutions feature flexible and customizable 
payment solutions, tailored to the State’s consumers' needs: 


 ePay Phone — NCO will provide a toll-free 800 number for customers to dial in to our 
IVR, where they can make payments 24 hours a day, seven days a week.  


 ePay Online — NCO will provide a data link from the State’s website to ours. 
Customers can enter payment information directly into the NCOePayments database 24 
hours a day, seven days a week.  


 ePay ExChange — NCO can accept payments from the State’s consumers as an 
integrated solution while managing your inbound calls. NCO can also provide the State 
contact center employees with direct access to our NCOePayments application through 
a web-based interface. This extranet application provides your employees with the same 
capabilities as our live contact center representatives. The only software required in your 
contact center is access to the Internet. 


A record of all payment transactions, regardless of how they came into the system, whether it 
was the IVR, our contact center, your contact center, or through the web, will be available to the 
State’s employees through our NCOePayments payment viewing portal (PVP). PVP provides a 
real-time view of all customer payments entered into the NCOePayments database. The PVP 
generates live reports for accounting and operational efficiency, and is used to verify disconnect 
payments as well. 


All payment solutions accept check, ACH, debit card, ATM (PINless debit) card, or credit card 
payments. We accept all four major credit cards — MasterCard, Visa, Discover, Diner’s Club, 
and our fees are in compliance with each provider’s credit card bylaws. After transactions are 
completed, a posting file is sent daily to the State for posting via e-mail or other means specified 
by you.  


NCOePayments is built upon a secure infrastructure. We protect customer data using 128-bit, 
SSL encryption and operating system and application level access control. Access to 
NCOePayments web pages is controlled using IP address filtering and individual user 
login/password combinations.  
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The user does not access the NCO database directly. Data is passed to our backend databases 
from the Web servers. Firewall and border router Access Control Lists are in-place to limit not 
only ports and services, but also specific IP addresses into the Web environment and from the 
Web environment to the backend database servers. 


All data is backed up by a secure data center using backup tapes, which are transported and 
stored by a bonded carrier, using standard rotational and archive methods. 





