RESPONSE SUBMITTED FOR RFR NUMBER: PRF55DesignatedOSC

TO THE OFFICE OF THE COMPTROLLER

DEBT COLLECTION SERVICES – STATEWIDE CONTRACT
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COMMONWEALTH OF MASSACHUSETTS

RESPONSE SUBMITTED FOR THE

REQUEST FOR RESPONSES (RFR)

STATEWIDE CONTRACT
DEBT COLLECTION SERVICES 
RFR # PRF55DesignatedOSC
BIDDER NAME: Premiere Credit of North America, LLC
INSTRUCTIONS: 

1. The Written RFR Response must be submitted using this “RFR Response Template” as posted on the “Forms & Terms” or “Specifications” Tab of Comm-PASS. This Template is being used so that all Responses appear uniform and consistent for selection purposes and to enable posting on Comm-PASS once selection is completed. 
2. This WORD document must be used and may not be altered, reformatted or changed in any way or the Response will be subject to rejection. This document must be saved in a WORD and not in .pdf so that the document may be modified during negotiations if necessary. A .pdf format will subject the Response to rejection. 
3. Bidders must enter, or copy and paste information into the spaces provided for each question. The space will expand to accommodate the data entered. The Bidder may open the “footer” and add the Bidder’s Name to print on each page of the Response. 
4. Bidders may not refer to outside attachments for key information related to answering the questions unless the Attachment is one of the Required Attachments for the RFR Response or is an attachment that must be completed as specified under the “Forms and Terms” tab for this RFR on Comm-PASS.

5. Each item must be addressed specifically by entering information in the required space. If an item is inapplicable, the Response must indicate "N/A" or “Not applicable” or other appropriate explanation. 
6. Bidders are responsible for reviewing the “Forms & Terms” tab under this RFR in Comm-PASS for all the listed specifications and the required Forms that must be submitted with the RFR Response (in order to be considered for selection) or upon contract award and execution. Failure to submit the required Forms with the RFR Response, as specified, will be considered sufficient grounds for rejection of the Bidders Response.

Submission of Responses 

1. Bids will be submitted solely through the www.comm-pass SMARTBID process required for Statewide Contracts as outlined in the RFR. 
Deadline for Submission

Submit Responses through SMARTBID by Submission Deadline Date listed in the RFR. 
	RFR RESPONSE PART A

BIDDER AUTHORIZED CONTACT, INTRODUCTION AND CERTIFICATIONS

	A-1. Authorized Representative and RFR Contact. Please complete the information below for the Individual who is an Authorized Representative of the Bidder, who can legally bind the Bidder during the RFR Interview and subsequent negotiations, and who shall serve as the RFR Contact for any questions or communication necessary during the procurement. 

	Bidder Name: Premiere Credit of North America, LLC (Premiere Credit)
Mailing Address: 2002 Wellesley Blvd., P.O. Box 19309, Indianapolis, IN 46219
Authorized Representative/RFR Contact Name: Shane Archer, Vice President, Operations
Telephone: (317) 917-4850
Email Address: sarcher@premierecredit.com
Fax: (317) 972-6595
Mr. Archer can legally bind Premiere Credit during the RFR Interview and subsequent negotiations. If you have questions regarding the submission of this proposal, you may contact Marketing and Business Development Manager, Diana Day. Diana may be reached 24 hours a day, seven days a week at:

2002 Wellesley Blvd.

Indianapolis, IN 46219

Office: (317) 322-3619

Cell: (317) 987-6627

Fax: (317) 972-6595

dday@premierecredit.com


	A-2 INTRODUCTION: Please provide in the space below, not to exceed 2 pages in length (inserted in the section below) the Bidder's understanding of this Statewide Contract, the requirements of the work the firm is bidding on, the work to be performed and provide an overview summary of the Bidders' qualifications and experience to perform the work requested. 
Bidder’s Introduction:

Premiere Credit of North America, LLC (Premiere Credit) is a leading national accounts receivable management (ARM) agency successfully managing nearly $4 billion in active inventory for more than 500,000 debtors with nearly 1,000,000 accounts. A wholly owned subsidiary of ECMC Holding Corporation, Premiere Credit is reliable and consistent contractor for the U.S. Department of Education (ED). Additionally, we are a leading collection vendor for Indiana Department of Revenue, Georgia Higher Education Assistance Commission (GHEAC), Alaska Commission on Post Secondary Education (ACPE), Attorney General of Indiana, New Mexico Student Loan Guarantee (NMSLG), Oklahoma Guaranteed Student Loan Program (OGSLP). We are in the early stages of two new state client contract awards, Oregon Department of Administrative Services (DAS) and California Franchise Tax Board (FTB). 

Since 1999, through our partnerships with these and many other government and university clients, we have successfully demonstrated a thorough understanding of how to meet statewide purchasing recovery goals and objectives. Premiere Credit is recognized by its peers as a top performer and a trend-setting leader in the accounts receivable management industry. Our overarching strategic plan is to maximize client revenue by employing superior technology and firm, but fair recovery techniques. 

Our goal is to clearly differentiate Premiere Credit from other collection agencies nationwide by:
· Increasing revenue amounts returned to each client

· Offering competitive value for our services by meeting all portfolio resolution goals

· Attracting experienced, innovative employees

· Embracing and supporting partnerships that promote the continued professional improvement the ARM industry at the local, state and national level

Increased Netback Revenue

Simply put, our expertise and success sharply increases revenue for offices we serve. We understand the unique services required of statewide service providers. We are adept at working all ages of debt and returning more money to our clients. Premiere Credit’s recovery experts will work in tandem with the Commonwealth as an extension of each Eligible Entity’s team delivering the highest quality customer service to the citizens Massachusetts, without increasing internal staffing expenses.
Results-driven
We work with fierce determination to deliver outstanding recovery results to clients. Recognizing that the Commonwealth has unique requirements and expectations of our services, we are solutions-focused and responsive to these specific needs.
Predictive analytics
Our recovery strategies begin with the science of predictive analytics, a core competency that differentiates us from competitors. We have invested substantial resources to develop and maintain a sophisticated internal data warehouse. This system aggregates data from sources beyond the standard operational data most agencies use and is included in the pricing model proposed for the Commonwealth.
Customized recovery plans
Using proprietary software programs in conjunction with progressive collection practices, we examine the unique characteristics of each Eligible Entity’s account portfolio to develop a specialized, profitable recovery plan. We continuously test and validate the results we achieve and make adjustments to make our best results even better.



	Organization and Philosophy

Premiere Credit is committed to a culture of compliance. We ensure our communications consistently meet and exceed all federal and state requirements. Built on an extensive quality-assurance program, we focus on call monitoring, letter audits and ongoing employee education. We continually monitor emerging quality control trends and consumer protection laws and we meet all federal and state licensing requirements for the legal operation of a debt collection facility. Our management team is solution-focused and responsive to our clients’ individual needs. From program design to implementation, we are hands-on and accountable for results. As part of our service, we provide all clients with 24-hour contact information for all managers, including executive management

Premiere Credit’s philosophy, as a leader in debt recovery, emphasizes dedication to maximizing revenue through superior technology and collection techniques. We endeavor to exceed expectations by providing unmatched service while delivering the top performance results the Commonwealth expects. Our success is your success. We have the best veteran team of tax collection experts who know the ARM business and continuously strive to uphold our core attributes of compliance, competition, performance, and profitability.
Client Focused

Our management team is solution-focused and responsive to our clients’ individual needs. From program design to implementation to active recovery, we are hands-on and accountable for results. As part of our service, we provide all clients with 24-hour contact information for all senior staff, including executive management.
Ethical

In all that we do, we are ethical, security-focused, results-driven and compliant. Ethics and integrity are the underpinnings of our success; our clients share in this endeavor. We are vigilant in our efforts to operate our business rooted in these disciplines, which are clearly reflected and demonstrated in:
· Debtor communications
· Day-to-day operations

· Financial practices
· Staff development and training 
· Compliance efforts
· Corporate policies
Premiere Credit recognizes that our interactions ultimately reflect upon our clients. Our fair but firm approach to accounts receivables management instills in our clients confidence that all debtors will be treated with dignity and respect. We hold ourselves to the highest standards because we are committed to doing the right thing and doing it well—for our clients and their debtors, our business partners and our employees. To ensure we focus attention on maintaining these standards, Premiere Credit maintains an average lead to collector ratio of 1:10. Highly automated processes enable our managers to deal with employees effectively while maximizing recovery and providing unparalleled levels of customer service.


	A-3 CERTIFICATION OF ACCEPTANCE OF COMMONWEALTH TERMS. The order of precedence of this Statewide Contract is as follows:

a) Federal and state statutes and regulations applicable to debt collection services

b) Commonwealth Terms and Conditions

c) Standard Contract Form

d) Request for Response PRF55DesignatedOSC (as amended by the Performance Specifications) 

e) This Contractor’s Response, as amended during negotiations
f) Any other non-conflicting provisions, terms or materials incorporated herein by reference by the Contractor

It is expected that any legal review of the required contract forms and attachments will be done PRIOR to submission of the RFR Response and that objections to any language in the RFR or attachments will not be raised after selection and during contract negotiations. This means that the Bidder cannot condition execution upon the “opportunity to negotiate final terms” after selection.
Therefore, if the Bidder has any questions related to the interpretation of any language in the required forms or Attachments, these questions must be identified as part of the “On-line Forum” for this RFR during the question and answer period prior to submission, and questions or objections may not be raised at a later date. Any issues or concerns with the language in the Contract Forms or Attachments, or proposed additions or clarifications to this language must be identified below as part of the Response, which will be evaluated as part of the selection process, and may not be raised after selection. The listing of numerous conditions, demands for negotiation of terms, conditioning performance on the Commonwealth’s acceptance of Bidder terms or a demonstration of an unwillingness to operate under the Commonwealth’s boilerplates and terms shall be a consideration in selection and grounds for rejection of the Bidder’s Response.

Bidders are not authorized to condition execution of a contract with the Commonwealth upon the Commonwealth’s execution of a Bidder contract form, or required use of Bidder Terms and Conditions. Any additional terms and conditions that the Bidder seeks to apply to this Contract must be specified below for consideration as part of the selection process. The listing of numerous conditions, demands for negotiation of terms, conditioning performance on the Commonwealth’s acceptance of Bidder terms or a demonstration of an unwillingness to operate under the Commonwealth’s boilerplates and terms shall be a consideration in selection and grounds for rejection of the Bidder’s Response. Selection for final negotiation of a Contract shall not be interpreted of the Commonwealth’s acceptance of any terms, conditions or recommended clarifications identified in this section and shall be subject to the Commonwealth’s acceptance as part of negotiations. 

	ANSWER: Premiere Credit understands and agrees to all terms and conditions outlined by the Commonwealth.

	A-4. Please list the following information if applicable. Failure to identify such contingencies as part of a Response will be considered sufficient cause for immediate termination from the Statewide Contract if such information is discovered during the life of the Contract: 
a) Penalties and Bankruptcy: A list of all bankruptcy and other similar proceedings within the past five years relating to the Bidder, any officer, director, partner or member thereof, any affiliate or any related entity.

b) List any outstanding contingencies, such as lawsuits or other claims, all civil penalties, judgments, consent decrees and other sanctions within the last five years, as a result of any violation of any law, rule, regulation, ordinance or any other requirement for business activities relating to the Bidder, any officer, director, partner or member thereof, any affiliate or any related entity or charges against the Bidder related to performance of the services sought under this RFR. The Bidder shall submit a description of any and all investigations, indictments or pending litigation by any federal, state or local jurisdiction relating to the Bidder, any officer, director, partner or member thereof, any affiliate or any related or affiliated company. A list of all criminal convictions within the last five years relating to the Bidder, any officer, director, partner or member thereof, any affiliate or any related entity. 

c) A list of all actions occurring within the last five years which have resulted in revocation or suspension of any permit or authority to do business in any jurisdiction relating to the submitting entity, any officer, director, partner or member thereof, any affiliate or any related entity.

d) A list of all actions occurring within the last five years that have resulted in the barring from public bidding relating to the Bidder, an officer, director, partner or member thereof, any affiliate or any related entity. 
e) The Bidder shall provide a description, in detail, of any situation in which the Bidder’s firm (either alone or as part of a joint venture), or a subsidiary of the Bidder’s firm, defaulted or was deemed to be in noncompliance of any contractual obligations, explaining the situation, its outcome and all other relevant facts associated with the event described. Please also provide the name, title and telephone number of the principal manager of the contract user who asserted the event of default or noncompliance. 
f) Other Adverse Situations: The Bidder shall provide a description of any present facts known to the Bidder that might reasonably be expected to affect adversely either its ability to perform any aspect of this Contract.


	ANSWER:

a) Premiere Credit, its officers, directors, partners, members and affiliates, have not been party to any bankruptcy or similar proceedings that have resulted in the revocation, suspension, or other loss of authority to do the business requested as part of this RFP.

b) Premiere Credit has complied. As allowed by the question and answer document, this information has been submitted as a separate attachment (PCNA_Complaint_Summary). Due to the confidential nature of this information, we ask that it be treated as such and shared only with Commonwealth representatives directly charged with evaluating this proposal.
c) Premiere Credit, its officers, directors, partners, members and affiliates, have not been party to any actions that have resulted in the revocation, suspension, or other loss of authority to do the business requested as part of this RFP.
d) Premiere Credit is not barred from public bidding.

e) Premiere Credit neither has defaulted nor deemed to be in noncompliance with any contractual obligations.
f) Premiere Credit is unaware of any facts that would adversely affect its ability to perform any aspect of fulfilling a debt collection contract for the Commonwealth of Massachusetts.

	A-7. RESPONSE CERTIFICATION: By signing in the space provided below, the Bidder through its Authorized Representative certifies that the Response will remain in effect for a period of 120 days from the submission deadline and thereafter until either the Bidder withdraws it, a Contract is executed, or the procurement is canceled, whichever occurs first, that the Bidder has to will have a valid Massachusetts debt collection license prior to the start of any performance, if selected; and that if the Bidder is selected for final contract negotiation the Bidder is willing to have authorized signatories meet during the period for final negotiation and contract execution as identified in the Procurement Calendar to execute the contract. and that this Response is being submitted in good faith and without any collusion or fraud, and that the information provided is accurately represented and that the Bidder certifies that it will comply with the terms and is ready, willing and able to perform the work required as specified in the RFR Attachment “DEBT COLLECTION PERFORMANCE SPECIFICATIONS”, including amendments, for the duration of any contract awarded to the Bidder under this RFR. In addition, the Bidder certifies that this Response is submitted in accordance with the order of precedence outlined in Section A.3 and that this Response is not conditioned upon the Commonwealth’s acceptance of any recommended clarifications identified in that section, or subject to the Bidder reserving any rights to negotiation, or the Response is subject to disqualification. 

	Authorized Representative Signature: Shane Archer, Vice President Operations
Date: October 22, 2012


	RFR RESPONSE PART B - BIDDER QUALIFICATIONS
The Statewide Contract for Debt Collection services is a well-established program in the Commonwealth with a robust number of qualified contractors available to perform services. In order to promote competition and ensure the most cost effective and comprehensive availability of services, the Commonwealth intends to narrow the field of qualified contractors to the most qualified and competitive debt collection firms, not solely based upon low cost but based upon qualifications, success rates, willingness to partner with the Commonwealth, state of the art resources, privacy and security protocols, quality assurance, integrity in collection actions, supplier diversity commitments. The following qualifications will be considered when selecting the firms for the Statewide Contract. 



	B-1. 
a) State whether the firm is local, national, or international. 
b) State your Commonwealth Vendor/Customer number’ (if known): VC .
c) State the location of the office(s) from which the work is to be managed and the location from which the work will be performed.
d) Identify what level of in-state presence the Bidder will have in Massachusetts. It is preferred that Contractors have an in state presence, with a local collection office as opposed to a registered agent location. 
e) Bidders will be required to describe its capabilities to pursue collections (including legal services): within the Commonwealth of Massachusetts and outside the Commonwealth of Massachusetts.

	ANSWER:

a) Premiere Credit (FEIN# 35-2085743 and Indiana Secretary of State #1999081609) is a national accounts receivable management (ARM) agency.
b) Premiere Credit does not have a Commonwealth Vendor Code. As permitted by the RFR guidelines, we will establish one upon contract award. 
c) Premiere Credit’s corporate headquarters and physical office is located at 2002 Wellesley Blvd., Indianapolis, IN. At this location, our office occupies 22,517 sq. ft. in a freestanding office building. All payment processing, financial reporting, accounting, and technology support will be performed at this location. Collection work and compliance monitoring will be performed at our Government Services Division located at 6550 30th St., Indianapolis, Indiana. Commonwealth Eligible Entities are welcome to visit any of our office locations at any time.
d) Premiere Credit employees nearly 500 people with office locations in Indiana and New York. We do not currently have collection offices in the state of Massachusetts.
e) Maintaining our business in compliance with the laws governing the debt collection industry is of paramount importance to Premiere Credit. Premiere Credit is fully licensed to perform collection activities in all commonwealths, states and districts which require such a license to collect on past due accounts. A complete List of Collection Qualifications to collect in other cities and states is located on the following pages. Premiere Credit operates all activities in full compliance with the Fair Debt Collection Practices Act (FDCPA) and is licensed to collect debts in the U.S., Puerto Rico, and Guam. We routinely monitor for compliance with: (next page)
Laws/Entities Governing the Collection of Accounts Receivable

ACA International Code of Ethics and Code of Operation

Americans with Disabilities Act (ADA) of 1990

Consumer Credit Protection Act

Debt Collection Act of 1982, as amended, and P.L. 97-365

Debt Collection Improvement Act of 1996, P.L. 104-134, sec. 31001

Fair Credit Reporting Act (FCRA), 15 U.S.C. § 1681 et seq.

Fair Debt Collection Practices Act (FDCPA), 15 USC § 1692 et seq.

Family Education Rights and Privacy Act of 1974 (FERPA), 20 USC § 1232g; 34 CFR Part 99,

Federal Privacy Act

Federal Trade Commission (FTC)

Financial Services Modernization Act of 1999 (Gramm Leach Bliley Act - GLBA)

Health Insurance Portability and Accountability Act of 1996 (HIPAA)

Red Flags Rule as established by FTC’s Fair and Accurate Credit Transactions Act of 2003

South Carolina Consumer Protection Code, S.C. Code § 37-5-101, et seq.

Telephone Consumer Protection Act 47 U.S.C. § 227 (1991)

Title II, National Defense Education Act of 1958, as amended

Title IV, Part B of the Higher Education Act (HEA), and all amended provisions thereof.

The Electronic Payments Association (NACHA)
United States Bankruptcy Code

U.S. Postal Service Rules and Regulations

Wage Garnishment Requirement, 20 U.S.C. § 1095a : US Code - Section 1095A
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License Licensed Listed License Licensed Listed
Jurisdiction Qualification/ ID# Registration Manager Collectors |Qualification/ ID# Registration Manager Collectors
Bond Required Required Bond Required Required

Alabama FLL602 - 983 Not Required Not Required Not Required FLL 602 - 983 Not Required Not Required Not Required
Alaska Operator License COA 01017 1 ALL Operator License COA G 1047 1 ALL
Alaska Business License 929808 Not Required ALL Business License 929808 Not Required ALL
Alaska 71960F COAA373 Not Required ALL 71960F COA B 333 Not Required ALL
Arizona R09613610 909227 Not Required Not Required R09613610 909227 Not Required Not Required
Arkansas 100195247 3351 1 ALL 100195247 4138 1 ALL
California 200023110015 N/A Not Required Not Required 200023110015 N/A Not Required Not Required
Colorado 20011077429 987920 Not Required Not Required 20011077429 987920 Not Required Not Required
Connecticut 663134 10022 Not Required Not Required 663134 28158 Not Required Not Required
Delaware 3336664 2001104907 Not Required Not Required 3336664 2001104907 Not Required Not Required
Delaware - City of Wilmington License 42212 Not Required Not Required License 42335 Not Required Not Required
Florida M00000001839 CCA0900696 Not Required Not Required M00000001839 CCA0900696 Not Required Not Required
Georgia 36007 Not Required Not Required Not Required 36007 Not Required Not Required Not Required
Guam FLLC 1275 Not Required Not Required Not Required FLLC 1275 Not Required Not Required Not Required
Hawaii 8206 C6 COLA -422 Not Required Not Required 8206 C6 COLA - 422 Not Required Not Required
Idaho W13906 CCA 3344 Not Required ALL W13906 CCA 3344 Not Required ALL
lllinois 450316 17.020547 Not Required Not Required 450316 17020547-009.001146 Not Required Not Required
Indiana 1999081609 09-0236 CA Not Required Not Required 1999081609 09-0237 CA Not Required Not Required
lowa 253347 200118854 Not Required Not Required 253347 200118854 Not Required Not Required
Kansas 2912681 Not Required Not Required Not Required 2912681 Not Required Not Required Not Required
Kentucky 500616 Not Required Not Required Not Required 500616 Not Required Not Required Not Required
Louisiana 34983074 Q 40124983 | Not Required Not Required 34983074 Q 40124983 | Not Required Not Required
Maine 20010048FC DCL6362 Not Required Not Required 20010048FC DCB11455 Not Required Not Required
Maryland 205961248 5192 Not Required Not Required 205961248 5562 Not Required Not Required
Massachusetts 352085743 DC0730 Not Required Not Required 352085743 DC1293 Not Required Not Required
Michigan B93089 2401002380 4 Not Required B93089 2401002379 2 Not Required
Minnesota 2486-LFC 20274395 Not Required ALL 2486-LFC 40196425 Not Required ALL
Mississippi 704994 Not Required Not Required Not Required 704994 Not Required Not Required Not Required
Missouri FLO046330 Not Required Not Required Not Required FL0O046330 Not Required Not Required Not Required
Montana E035903 Not Required Not Required Not Required E035903 Not Required Not Required Not Required
Nebraska 10015779 612 Not Required ALL 10015779 612 Not Required ALL
Nevada Collection Agency FCA10136 6 Not Required Collection Agency FCA10373 2 Not Required
Nevada Entity Number LLC8308-2002 Not Required Not Required Entity Number LLC8308-2002 Not Required Not Required
Nevada Business License NV20021085068 Not Required Not Required Business License NV20021085068 Not Required Not Required

Nevada - Carson City

Debt Collections

12-00027708

Not Required

Not Required

Debt Collections

12-00027793

Not Required

Not Required

New Hampshire 362527 Not Required Not Required Not Required 362527 Not Required Not Required Not Required
New Jersey 600095833 7252 Not Required Not Required 600095833 8768 Not Required Not Required
New Mexico 2158582 1075 1 Not Required 2158582 1075 1 Not Required
New York Does not issue ID #s Not Required Not Required Not Required Does not issue ID #s Not Required Not Required Not Required

New York - City of Buffalo N/A 516782 Not Required Not Required N/A 557463 Not Required Not Required
New York - New York City N/A 1345041 Not Required Not Required N/A 1345043 Not Required Not Required
North Carolina 560660 3560 Not Required Not Required 560660 103750 Not Required Not Required
North Dakota 16556900 CA101778 Not Required Not Required 16556900 CA101778 Not Required Not Required
Ohio 1226935 N/A Not Required Not Required 1226935 N/A Not Required Not Required
Oklahoma 3700668772 N/A Not Required Not Required 3700668772 N/A Not Required Not Required
Oregon 767759-81 48763 Not Required Not Required 767759-81 48763 Not Required Not Required
Pennsylvania 2981795 N/A Not Required Not Required 2981795 N/A Not Required Not Required
Puerto Rico 517 $J-12525-AC Not Required Not Required 517 $J-12526-AC Not Required Not Required
Rhode Island 000117872 20092496DC Not Required Not Required 000117872 20092496DC BO1 Not Required Not Required

South Carolina

Does notissue ID #s

Not Required

Not Required

Not Required

Does not issue ID #s

Not Required

Not Required

Not Required

South Dakota FLO00945 Not Required Not Required Not Required FLO00945 Not Required Not Required Not Required
Tennessee 577827 938 4 Not Required 577827 938 Not Required Not Required
Texas 800049595 775224895TX Not Required Not Required 800049595 775224895TX Not Required Not Required
Utah 4811856-0161 4811856-0131 Not Required Not Required 4811856-0161 4811856-0131 Not Required Not Required
Vermont L0003598 Not Required Not Required Not Required 10003598 Not Required Not Required Not Required
Virginia T018315-4 Not Required Not Required Not Required T018315-4 Not Required Not Required Not Required
[Washington 602126521 602126521 Not Required Not Required 602126521 602126521 Not Required Not Required
Washington DC 107568 35208xxxx-71100286 Not Required Not Required L07568 35208xxxx-71100287 Not Required Not Required
\West Virginia 37801 1028-1040 Not Required Not Required 37801 2233-3582 Not Required Not Required
Wisconsin P037729 459 Not Required Not Required P037729 459 Not Required Not Required
Wyoming 2006-000521601 512 1 Not Required 2006-000521601 512 1 Not Required

Background check standards: Premiere Credit ensures its employees meet all state requirements governing the actions of debt collection agencies, including those governing felony and misdemeanor offenses. Example

statute - Minnesota Fair Debt Collection Practices Act 332.35






	B-2. Historical Development and Minimum Qualifications. Substantial Government Collection Experience.

Bidders must demonstrates that the Bidder has continuously for at least ten (10) years provided government collection services similar to those required under this RFR preferably for State government entities. If the Bidder has performed for less than the ten year minimum, demonstrated cumulative experience of not less than five (5) years in state government collection services and at least five (5) years in other collection services comparable to the services required under this RFR. 
a) Bidders must give a statement on the historical development of the Bidder's organization, which demonstrates that the Bidder has continuously for at least ten (10) years provided similar services to those required under this RFR (or comparable experience as described above) and prove the capacity to provide services on a statewide basis to multiple Commonwealth departments simultaneously. 
b) The Bidder should list all current Commonwealth contracts and any previously performed services which otherwise demonstrate the Bidder’s ability and capacity to perform the services required. 

c) This section must also identify previous similar business experience with other governmental entities (Commonwealth, federal or municipal).

d) Include a description of the Bidder's capabilities to pursue collections (including legal services): within the Commonwealth of Massachusetts and outside the Commonwealth of Massachusetts. Bidders must demonstrate substantial experience with all types of government collections including Education and university and college debts, fees and fines, transportation, parking fees and fines, motor vehicles, municipal debt, taxes, and other fines, consumer department, fees and fines, human services debts, fees and fines, environmental, lottery debts, fees and fines, and any other governmental debts, fees and fines required by Eligible Entities.

e) Bidders must provide a description of the agency’s total account capacity for all potential debt collection services, and the current amount of debts assigned. 
f) Provide monthly placement volumes for the past five (5) years.
g) The Bidder's must provide for the past five (5) years the total amount of debts assigned, details on type of debt and aging, how long debts are held, and the percent collected.
h) Identify any other information to support the capability to perform collections for the various types of Eligible Entities under this Contract. 




	ANSWER:

a) Premiere Credit has managed accounts for state and local governments, guaranty agencies, the U.S. Department of Education, colleges and universities and private clients since its inception in 1999. We are a licensed collection agency provided the exact services to those outlined in RFR PRF55DesignatedOSC for twelve (12) years. 
Premiere Credit was incorporated in the state of Indiana on 8/25/99 and is organized as a Limited Liability Corporation (LLC) in Marion County, Indiana. ECMC Holdings Corporation, owned by ECMC Group, holds 100% ownership interest in Premiere Credit. As a member of the ECMC family of companies, our agency is an affiliate of ECMC, one of the nation’s leading educational finance organizations, with a current loan portfolio of over $40 billion. 
Premiere Credit is licensed to perform debt collection activities throughout the United States and has two office locations in Indianapolis, Indiana and a new office in Batavia, New York. All Premiere Credit business ventures involve the recovery of past due debt. Premiere Credit has three divisions segmented by debt type: Government and University clients, Guaranty Agency clients, and the U.S. Department of Education.
A seasoned management team, unparalleled drive to succeed, investment in advanced technology and favorable geographic location have all been factors in the successful business we enjoy today. Premiere Credit’s highly successful cash collection service is complimented by our ability to offer the following additional service options as part of our entire accounts receivable management suite:
· Administrative wage garnishment

· Amnesty program management

· Bank account levy services

· Client training

· Cohort management services
· Comprehensive and ongoing training program

· Consolidation unit

· Dedicated client services team with a single point of contact

· Extended hours to serve debtors across the nation

· First party collection services

· Flexible account placement methods

· Internal compliance department

· Litigation
· Online reporting and account maintenance

· Pre-default services

· Rehabilitation services
b) While not actively working with Commonwealth Eligible Entities, Premiere Credit has established itself has a standout partner for government collection clients throughout the past 12 years. 
c)Premiere Credit's management team has experience collecting debts for the following divisions of government:

Experience with Governmental Entities
Attorney General

Department of Natural Resources

Board of Animal Health

Department of Revenue (Personal/Corporate Tax)

Bureau of Motor Vehicles

Department of Transportation

Civil Rights Commission

Department of Workforce Development

Corrections Division

Economic Development Corporation

Department of Administration

Family and Social Services Administration

Department of Corrections

Gaming Commission

Department of Education

Lottery Division

Department of Environmental Management

Prosecutor’s Office

Department of Health

Secretary of State

Department of Insurance

State Board of Accounts

County Court Services

State Chemist and Seed Commissioner

County Traffic Tickets

State Fair Commission

Department of Justice

State Police Department

Department of Labor

Teacher Retirement Fund

Department of Local Government Finance

Treasurer of State

d) As stated in response to Question B-1, Item E, Premiere Credit is licensed to collect debt in all areas that require such a license and has been performing said activity since its founding on August 25, 1999. Premiere Credit has more than a decade of experience collecting all debt types including federal, state and local government debt, college and university debt, private loans, medical and healthcare debt, child support, corporate taxes, court fees, jeopardy warrants, probationary fees, traffic tickets, utilities, and private corporate debt. In addition to government collections, we maintain a highly successful college and university collection division serving more than 150 college campuses. Experts in inventory management, our campus-based team (led by campus-based industry authority Shane Archer who has managed portfolios for more than 1,100 colleges and universities), has proven its ability to develop effective and profitable recovery strategies on delinquencies at any age. A key difference between working traditional collections and secondary collection inventory is the overall approach to the debt. Premiere Credit uses an internal collection strategy that combines dedicating staff experienced with skiptracing difficult accounts and utilizing a customer service approach with debtors to convince them to enter repayment as soon as possible. Another facet of our strategy is daily system monitoring of all accounts placed, regardless of age. As accounts age, they are identified and redistributed to facilitate a fresh attempt with a new account representative. Gradually increasing the firmness of the message in both written and verbal communications as the debt ages is another helpful tactic when dealing with aging accounts. 
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e) Premiere Credit uses Ontario Systems’ Flexible Automated Collection System (FACS). Ontario Systems has designed, installed, and supported accounts receivable management systems for more than 30 years. FACS is a fully integrated software system and one of the best available platforms in the industry. FACS is a highly scalable collection system and represents the gold standard of technology in the collections industry. FACS uses the Cache’ database by InterSystems. This database allows for high volume, high speed transactions, while providing the necessary data protection for selected critical fields. 
Unlike other systems, a number of accounts does not limit FACS’ database growth. We can easily increase storage space and expand the database. If necessary, Premiere Credit will purchase additional servers to accommodate increased portfolio sizes. Additionally, we could extend our database across multiple servers for processing efficiency.

Premiere Credit currently has nearly 500 users on this platform daily. We adhere to a disciplined software development methodology and documentation procedure (SDLC) to ensure all changes occur in a manner that does not interrupt our collection operations or jeopardize client data.

The FACS collection system is housed as a virtual server within a VMware environment that uses a Windows Server (2003 R2 x64 edition) featuring an Intel Xeon 7460 processor with 20 GB of random access memory (RAM). Premiere Credit maintains a standardized desktop PC architecture across all areas of our collections department.
f) Premiere Credit’s monthly placement volumes for the past five years are (see right):
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g)Premiere Credit’s total amount of debts assigned for the past five (5) years was more than $16 billion dollars ($16,648,431,677). This figure represents more than 4,057,853 accounts for nearly 2,049,240 debtors and comprises all debt types serviced. Debts are placed for varying timeframes outlined in each client contract. Due to our large contract with the U.S. Department of Education, a significant portion of this debt is considerably older than debt that would be actively placed by the Commonwealth and has an impact on the overall percentage collected, which was 7.18%. Recovery rates on specific debt types will vary based on the type of debt, its relative age, prior work effort received and the goals and objectives of the Eligible Entity placing the debt.
f) Premiere Credit appreciates the importance of selecting a financially secure business partner to conduct business on behalf of the Commonwealth. We are proud to report a financial history that represents the success story of two entrepreneurial founders who built a company that today employs nearly 500 American citizens.

Premiere Credit:

· Is not indebted to the Commonwealth of Massachusetts or any other state

· Has no outstanding liens against the company

· Has never filed a petition for bankruptcy or any other type of financial insolvency


	B-3 Multiple Simultaneous Collections: 

a) Bidders must demonstrate the capacity to provide services to multiple Commonwealth departments simultaneously across the State and other Eligible Entities. 
b) Certification of Due Diligence for All Assigned Debts. Bidders must provide a certification that all accounts assigned will receive the full range of collection efforts equitably based upon type of account, age of account, and amount of account, so that certain kinds of accounts are not given preference for collection efforts. Bidders must certify that they are willing to accept all types and sizes of debts and not “cherry pick” only the debts that appear to be more profitable. 

c) Bidders must identify how debts are categorized and judged for “collectability” and how success rates are determined for types of debts. What process should be used by Eligible Entities to fairly allocate debts to authorized Contractors? 

d) Bidders seeking to perform services exclusively for municipalities and local government must so designate this preference and must demonstrate at least five (5) years of providing similar services to local governments. 
e) Bidders must be experienced with all types of government collections including education and university and college debts, fees and fines, transportation, parking fees and fines, motor vehicles, municipal debt, taxes, and other fines, consumer department, fees and fines, human services debts, fees and fines, environmental, lottery debts, fees and fines, and any other governmental debts, fees and fines required by Eligible Entities.


	ANSWER:

a) Premiere Credit is currently providing similar debt collection services under contract for the Oregon Department of Administrative Services where six (6) distinct entities have already established contracts and placed accounts with us. Within each entity we further segregate the accounts placed by various entity factors such as active debt vs. write offs. For college and university clients, we separate Federal Perkins cohort accounts from the schools other types of receivables. Cohort accounts are managed by a dedicated team of campus-based specialists and reported separately from other types of tuition and university receivables.
b) Premiere Credit certifies that all accounts placed by Eligible Entities will receive a diligent work effort. In our agency, debts are segmented by line of business. We have specialists trained in the art of collecting each type of debt, so ‘cherry picking’ is unnecessary. Each collection team is equipped with the training and development needed to successfully collect in their designated asset class.
c) Upon placement, accounts are divided by debt type for assignment with recovery specialists. Premiere Credit’s mangers have developed intuitive and proprietary programs that analyze credit scores, along with other pieces of data about the debtor, to develop collection scores. Collection scores help our account specialists identify the most effective method to use when pursuing and securing repayment.

Scoring can be an excellent method of organizing accounts into targeted account groups, which can be worked thoroughly and consistently with proven collection techniques. Scoring can be beneficial in

· Identifying debtors with the ability and willingness to resolve an account

· Penetrating aging portfolios

· Segmenting accounts with similar demographics for targeted call campaigns

· Developing balance-level work flow predictive dialer campaigns
Success is measured against historical performance on similar debt types. Factors such as the age of the accounts and previous work effort are also considered.
Allocating Accounts
Champion/Challenger is an accepted model for agency competition and allocation of accounts with the accounts receivable management industry. As a consistent top collection agency, Premiere Credit has thrived within Champion/Challenger portfolio competitions. This model for agency assessment is effective at both achieving high liquidation within the portfolio and achieving specific agency goals as well. It also enables our clients to test accepted collection strategies against alternative approaches to gauge the potential for increased success. Premiere Credit consistently ranks in the top performance positions on these contracts. Each Champion/Challenger model varies by asset class and the total liquidation of a portfolio of accounts based on the individual needs of each client. To measure our performance for these models, our agency uses several key performance indicators (KPI’s) such as:

· Low complaint rate

· Response time for clients

· Client-specific KPI’s

· Forecasting

· Gross collections

· Unique segments of client’s portfolio (for example, New Age, Old Age, Backlog, Litigation)

d) Premiere Credit will accept accounts from all Commonwealth entities authorized to participate in this Statewide Contract. We have 12 years of experience collecting all types of debt proposed by the Commonwealth.
e) Premiere Credit has extensive experience with all types of government collections including government, university and college debts. Our management team combines the best of experience and expertise with a proven record of accomplishment in leading industry practices. Our team continues to move forward with a progressive, entrepreneurial approach to receivables management. Premiere Credit leverages these key differentiators to design custom, analytics-based recovery action plans, which we execute with precision. We use only an advanced technology framework that is both highly scalable and compliant with the Federal Information Security Management Act (FISMA).
For the past 12 years, our diversified portfolio of asset classes has included:
· Child support
· Commercial accounts

· Corporate taxes

· Court fees
· Federal student loans 

· Institutional loans

· Jeopardy warrants

· Medical receivables
· Personal income taxes

· Pharmaceuticals
· Private student loans
· Probationary fees
· State and local government debt
· Traffic tickets

The recovery management team for our college and university loan division has more than 70 years of combined career experience collecting federal and institutional student loans for more than 1,100 colleges and universities.

Our experience with campus-based debt types includes:

Federal Student Loans

Accounts Receivable Debt Types

Disadvantaged Student Loans

Library Fees

Federal Direct Student Loans

Parking Fees

Federal Family Education Loan Program

Miscellaneous Receivables

Health Profession Loans

Housing

National Direct Student Loans

Insufficient (NSF) Funds

Nursing Loans

Tuition

Perkins Program Loans

Institutional

In 2006, Premiere Credit was selected from a field of 10 agencies as one of the two finalists to provide business and personal tax collection services for the State of Indiana. With more than $80M returned to the state since contract inception, cumulative collections have grown consistently each year.
Performance Highlights

· Consistent top revenue performer outperforming all other agencies for the most recent 18 month period
· Recovered $1,000,000 million more than number two competitor NCO (2011)
· Cash collections have increased more than 20% (2011) due to an intense focus on workflow and strategy

· Seasoned team of dedicated representatives have steadily increased cash collections, garnishment and levy results

· Creative, committed business partner with demonstrated flexibility
Indiana Tax Amnesty Program

The Indiana Department of Revenue (DOR), conducted the Tax Amnesty Program during September 15, 2005 thru October 15, 2005. This program provided Indiana debtors the opportunity to pay delinquent taxes without having to pay the applied penalties and interest charges. Indiana debtors that did not participate in the Tax Amnesty Program became subject to 100% penalty charges and interest charges again became part of the amount due.

RFP 6-28 solicited responses from collection agencies who were interested in providing collection services for those debtors that did not participate in the Tax Amnesty Program. DOR received ten (10) responses to the RFP. Premiere Credit an Indiana corporation, was selected as the secondary vendor. 

Highlights from 2006 Amnesty Report
Premiere Credit pursued more than 416,000 tax bills, totaling more than $525 million owed by in state and out-of-state debtors who did not participate in amnesty, in addition to those that failed to complete their amnesty payment plans.

Aggressive collection, in these tax cases, was characterized by using all legal means of collection, including wage garnishment, seizure of property and levying bank accounts. Each collection agency made multiple contacts with debtors in attempts to collect prior to implementing firm legal action. However, each agency was instructed to begin pursuit of legal action at the close of the final contact effort. Because of the strong performance on this project, Premiere Credit was able to effectively demonstrate its value as a long-term partner for DOR and the State of Indiana.
Indiana Office of the Attorney General (OAG)
Premiere Credit has provided exclusive collection activities for the Indiana Office of the Attorney General for many years. Since contract inception in 2008, this agency has placed more than $71,485,711 in accounts with our office. Numerous state agencies utilizing the OAG’s contract trust Premiere Credit to collect a wide variety of outstanding taxes and other types of accounts receivable debt. We work diligently to attain strong recovery rates and to preserve the public image of our clients while promoting their unique public policy objectives.

United State Department of Education (ED)

As a long-term service provider for ED, Premiere Credit has a deep history of providing reliable, consistent collection performance. Contractors selected to provide services on this highly coveted contract are competitively ranked and Premiere Credit has enjoyed the distinction of being one of the few small agency contractors (ED currently maintains 17 large agency contractors and five (5) small agency contractors) that has been promoted to the larger contract. As member of this exclusive group of agencies, Premiere Credit is a solid performer and routinely outperforms some of the industry’s largest companies.
Performance Highlights: 

· Premiere Credit ranked #1 in Administration Resolutions on the ED contract during each quarterly evaluation period in 2011
· Submitted 11.4% more accounts for administrative resolutions than its competitors, on average
· Increased rehabilitation retention and cash collections has impacted year over year success 

· Selective recruiting and a layered training of new employees were factors in Premiere Credit’s promotion from small contractor to a large contractor
· Increased success on this contract has enabled us to increase our ED workforce by more than 50% and many collector promotions to management.

· Innovated new system process to scan and identify accounts which are prime candidates for specific resolution methods




	B-4 Audit Standards, Internal Controls, Quality Assurance Program, Disaster Recovery.

a) Bidders must demonstrate a high level of audit standards or ratings (for example, ACA International (Association of Credit and Collection Professionals); FISMA, Federal Information Security Management Act (FISMA); SAS-70 Audit documenting control objectives and control activities examined by an independent accounting and auditing firm) or other comparable ratings, awards or professional affiliations that demonstrate qualifications to provide Contract services.

b) Bidders must also provide details that demonstrate robust internal controls, quality assurance and disaster recovery programs to ensure compliance with debt collection standards and the capability to maintain performance with no lapse in performance with disaster recovery programs. 
c) High Ethical Standards, Low Complaints and High Success Rates. Bidders must demonstrate the ability to maintain a high level of success while still maintaining the highest level of compliance with debt collection rules, regulations and statutes, debtor rights, integrity in dealing with debtors and exceptional customer service for debtors and client users. 
d) Training. Bidders must describe any training programs provided by the Bidder to staff, subcontractors, agents etc. concerning the requirements and restrictions for the fair collection of debts to ensure compliance with federal and state general and special laws and regulations and the terms of the Debt Collection Services Statewide Contract.









	Phase Three – Advanced Skip Tracing

Once trainees have been transitioned to their respective teams, more sophisticated skip tracing methods are presented at management request. Employees are taught additional investigative tactics to locate and resolve debtor accounts. Additionally, Premiere Credit utilizes a strategic and cost effective method of extracting external data through our proprietary skip waterfall process, allowing for more detailed information for asset location as well as additional debtor contact information.

Phase Four – Continuous Floor Training

Managers conduct regularly scheduled meetings and provide guidance to staff following the transition to the collection floor to ensure understanding, consistency and increased recoveries. Unit Collection Managers are responsible for listening to calls, coaching, and identifying improvement opportunities as well as rewarding progress. The internal compliance team performs a monthly call monitoring process to listen to a prescribed number of calls made by each employee. This internal control step enables us to self-audit the work of our operations team and ensure legal compliance. 

Phase Five – Professional Development

Management-level employees participate in compliance summits three times each year. Hosted by the Compliance department, each summit provides an excellent opportunity for policy and procedure discussions. To ensure our management team is equipped to lead our team through frequent changes within the ARM industry, annual testing on essential topics is provided. Topics change according to need but traditional courses have included: 

· Security Awareness Training

· Code of Conduct

· Harassment Awareness

· Leadership

· Collection Tactics
Phase Six - Annual Training

Employees are required to recertify their understanding of key areas each year. We require test scores of 90% or higher on 

· Fair Debt Collection Practices Act (FDCPA)

· Security Awareness and Literacy

· Code of Conduct

· Harassment Awareness

· Data and Record Retention

· Red Flag Rules.

Employees are also required to attend training on the Heath Information Portability and Accountability Act (HIPAA) if required for the line of business they service.


	B-5. State of the Art Collection Methods, Security Protocols and PCI Compliance. 

a) Bidders must provide details (a minimum of at least one page in length) to demonstrate leading industry standards in technology, security, Payment Card Industry (PCI) compliance and other protocols to ensure the highest level of security and privacy in the transmission, acceptance and handling of account referrals, remittance of funds and reports. 
b) Security of Debt Collection Records. Bidders must describe how debt collection account case records will be transmitted securely from Eligible Entities, stored securely and what security will be used (physical, staff, and electronic) to ensure access only by authorized individuals, and that privacy of information is maintained in accordance with M.G.L. c. 66A, c. 93H and 93I and the terms of the DEBT COLLECTION SERVICES SPECIFICATIONS.

c) Bidders must also provide details (a minimum of one page in length) to demonstrate state of the art collection methods, including skip tracing, letters, calls, predictive dialing, on-line and other secure electronic payment methods such as major credit card, checks (ACH, hard copy, and checks by phone), money gram, western union, IVR, all at no additional charge to debtors, that ensure the broadest level of collection success, and prompt submission of funds to the Eligible Entity.
d) Procedures for Ensuring Maximum Recoveries. Bidders must include a description of the services to be provided to assist an Eligible Entity in establishing a cost-effective collection service which will maximize the percentage of recovery of delinquent claims.
e) Bidder must be able to accommodate decentralized submissions of referrals from various types of Eligible Entities and provide flexible and secure formats for upload or transmission of referrals that ensure security and privacy of the data being transmitted. 
f) Bidders must provide details demonstrating dedicated IT and security staff and resources to ensure that security, PCI and technology standards are maintained and up to date. 
g) Bidders must warrant to the Commonwealth familiarity with the requirements of HIPAA and its accompanying regulations, and will comply with all applicable HIPAA requirements in the course of this contract. 


	ANSWER:

a) Due to the sensitive nature of debt collection, Premiere Credit’s employees have daily access to both personal and financial information concerning debtors. We recognize protecting this information from predators that might misuse it is crucial to our success as a trusted partner for the state and federal agencies for which we provide services. Premiere Credit facilitated the secure transmission of more than 950,000 accounts valued at nearly $4 billion during 2011.
When managing the large portfolios associated with high profile government clients, we feel it is our duty to take proactive steps to maintain optimal performance levels day in and day out. As a result of our diligent effort in the area, system uptime for the past year was 99.87%. Premiere Credit vigilantly protects all clients’ personally identifiable data (PII).We transmit all data using secure file transfer protocol and point-to-point encryption. In addition, for PII data at rest, we use PGP encryption on all company laptops. Finally, Premiere Credit utilizes Proofpoint DoubleBlind Encryption™ for e-mail. In the event of employee termination, all facilities and system access is immediately disabled and logged.

Premiere Credit’s security awareness program ensures data security for all clients. Training is the first step in ensuring all Commonwealth standards are met. Information and updates are communicated to employees through verbal communication, email, and group meetings. Prior accessing the system, each computer presents a reminder at log on which prompts the user to acknowledge by entry that they understand the security required when using company systems and accessing client data. Break room posters and memorandums as well as meeting reminders reinforce this as well. Annually, employees are trained and required to recertify their intentions to comply with key industry and company policies such as:
· Fair Debt Collection Practices Act (FDCPA) 

· Federal Trade Commission’s Red Flags Rule
· Security
· Code of conduct

· Records retention
Premiere Credit’s Training program thoroughly addresses the importance of and methods of safeguarding State and Federal data, including the potential criminal and civil liability resulting from disclosure. Trainers use guided instruction for both Security Awareness and Literacy and Data and Record Retention. Training modules on these topics define the type of information which must be protected from unauthorized disclosure and compliant ways to manage information to ensure documents needed for business functions are retained on the appropriate retention schedule. The ramifications of accidental or intentional unlawful disclosure are also covered. Each new hire must successfully complete an online test regarding each topic and existing employees must retest annually as a condition of continued employment. A full description of Premiere Credit’s Corporate Training Program is located on page 28.
Physical Access Security 
Premiere Credit engages a full suite of intrusion detection methods. Security procedures meeting FISMA certification requirements are fully implemented with active ongoing monitoring, vulnerability assessments performed on systems and applications more than once per year annually at a minimum. 

Part of our on-going access monitoring program includes surveillance cameras, system access restriction based on user profiles and biometric identification requirements for a select group of individuals who have access to locations where servers and telephony closets are located. All visitors are logged and issued a photo identification and may only move around the premises with an employee escort. 

Premiere Credit takes the safety of its employees and the non-public information (NPI) we guard very seriously. To ensure the safety of both, Premiere Credit contracts with Foundstone, a division of McAfee, Inc. to perform annual penetration tests.

All employees have restricted building access with sector-level, FOB-only entry and exit access. Our threat intelligence network:

·  Alerts to unauthorized internal or external activity

· Tracks system activity by unique user IDs

·  Business unit-level physical security clearance

·  Systemically restricts user-level account access based on business needs

Some of the other daily steps employed to ensure security are:

· Armed, uniformed security

· 70+ closed-circuit cameras monitor facilities 24/7

· Biometric fingerprint readers

· Alarm system

· Motion detectors

· Sensors

· Panic buttons

· Secure destruction and disposal of all paper, film, or computer-based media

· Electronic backup files are stored and destroyed according client contract specifications
Closed Circuit Television (CCTV) Monitoring
Premiere Credit employs 24-hour CCTV/Alarm monitoring on-site. CCTV cameras are positioned at all entrances, the mail and payment processing centers and the entrance to our data room. Continuous remote monitoring is performed by our parent company, ECMC. Camera coverage in the data room ensures all events are recorded.

Armed Security Guard

Premiere Credit utilizes an armed security guard between the hours of 4 p.m. and 11 p.m. to offer additional security and protection during off-peak business hours. Continuous remote monitoring is performed by our parent company, ECMC. All facilities are equipped with alarms to rapidly deploy local law enforcement officials and members of executive staff in the event of a breach.

Biometric Identifiers

In addition to multi-factor password authentication, business unit access restrictions, and surveillance cameras positioned above all access points; Premiere Credit has installed biometric fingerprint readers to its security arsenal. This type of identification is based on hand geometry, a physical characteristic which cannot be replicated. Access to critical business areas such as the server room and telephony closets have biometric scanners deployed to analyze and positively identify the credentials of any person attempting to gain entry to a restricted area.
Weekly Non-Public Information (NPI) desk audits

Our compliance team takes a proactive approach to monitoring work areas for sensitive account information to reinforce the importance of keeping NPI secure. Our account representative incentive plan reflects this emphasis on the importance of NPI security as well.
PCI Compliance

As a proactive measure for ensuring compliance with Payment Card Industry Data Security Standard (PCI DSS) standards, Premiere Credit utilizes PCI Authorized Security Vendor (ASV) FishNet Security to evaluate network security. As proof of compliance, a copy of our most recent quarterly Payment Card Industry Compliance Certificate is available upon request.
b) Premiere Credit operates within FISMA-compliant facilities and technology platforms. Federal security clearance is required for employees performing work on our federal government contracts. Each employee ID badge is a Fiber Optic Badge (FOB) magnetic swipe-card coded with building and room access-level permissions based on job responsibilities. This ensures only employees who need to work in specialized, secure operation centers are permitted access to them.

Maintaining a safe and secure working environment is the responsibility of all employees. To assist in achieving a secure environment, employees must: 
· Maintain FOB key(s) in their possession at all times and have the picture visible to others 
· Swipe the badge when entering the building or coming onto the operations floor from a break room or common areas
· Never lend a FOB key to anyone 

· Report a lost FOB key to a member of management immediately 

Badges are color coded signifying various levels of access, as defined below: 
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Blue top & Blue bottom: Wellesley Employees with Department of Education Clearance (5C).
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White top & Blue bottom: Wellesley employees without Department of Education Clearance (5C)
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Blue top & Green bottom: 30th Street employees with Department of Education Clearance (5C).
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White top & Green bottom: 30th street employees without Department of Education Clearance (5C).
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Blue top & Orange bottom: Contractor with Department of Education Clearance (5C).
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Orange top & Orange bottom: Contractor without Department of Education Clearance (5C).
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Black top & Black bottom: Temporary Badge.
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Visitor Badge.

All employees must be alert at all times and are required to report the presence of any suspicious persons to a member of management. Under no circumstances will an employee allow any person without a badge access to the building without first obtaining the identity of the visitor and confirming that they have a pre-scheduled appointment. Once this is confirmed, visitors must remain in the front lobby until they are greeted by the staff member with whom they are meeting.
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System Security Permissions

Premiere Credit assigns each user unique system ID credentials for access to our network and collection system. Remote employees utilize two-factor authentication using a SecurID access token. This token uses a powerful algorithm to generate a new code every 60 seconds. To login, users must use this code in combination with a personal alphanumeric password. 
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November 22, 2011

President and Managing Members
Premiere Credit of North America, LLC
2002 N. Wellesley Boulevard, Suite 100
Indianapolis, IN 46219

President and Managing Members:

The Commonwealth of Massachusetts

GREGORY BIALECKI
SECRETARY OF HOUSING AND
ECONOMIC DEVELOPMENT

BARBARA ANTHONY
UNDERSECRETARY, OFFICE OF
CONSUMER AFFAIRS AND
BUSINESS REGULATION

DAVID J. COTNEY
COMMISSIONER OF BANKS

This letter serves as certification that, Premiere Credit of North America, LLC is

authorized to engage in the business of a debt collector under Massachusetts General [aws
chapter 93, § 24 — 28. The license(s) will expire on December 31, 2012.

Premiere Credit of North America, LLC is subject to all of the provisions of said

Massachusetts General Laws, and all regulations, rules and orders of the Commissioner of
Banks in accordance therewith.

This letter of license issuance must be posted in accordance with the Division of Banks’

regulation 209 CMR 18.07(3) at all locations where Premiere Credit of North America. LLC is
licensed to conduct the business of a debt collector. For a complete listing of locations where
Premiere Credit of North America, LLC is approved to do business and its license number(s),
please refer to the Division of Banks® website at www.mass.gov/dob, by clicking on “Find a
Licensee” under “Online Services.”

Sincerely,
£ -

it David J. Cotnky %
Tl NN LA Commissioner

TEL (617) 956-1500 = FAX (617) 956-1599 = TDD (617) 956-1577 m www.mass.gov/dob



If an employee makes changes to any files or accounts while on the system, they are audited using the employee’s system credentials. The system notates the date, time and quality of the completed change. Premiere Credit vigilantly protects all clients’ personally identifiable data (PII).We transmit all data using secure file transfer protocol and point-to-point encryption. In addition, for PII data at rest, we use PGP encryption on all company laptops. Finally, Premiere Credit utilizes Proofpoint DoubleBlind Encryption™ for e-mail.

In the event of employee termination, all facilities and system access is immediately disabled and logged.
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January 25, 2012

Mr. Joseph Baquero

Manager Client and Corporate Services
Premiere Credit of North America, LLC
P.O. Box 19309

Indianapolis, IN 46219

Dear Joseph:

1 am writing this letter to reeommend the services provided by Premiere Credit of North
America, LLC (“Premiere”™), especially the scrvices provided to governmental organizations and
entities. The Office of the Indiana Attorney General has had a relationship with Premiere for
several years, and a consistent and nearly exclusive relationship for the past year and a half.

During the course of business, the Indiana Attorney General has placed thousands of files with
Premiere for cotlection. The Attorney General has becn very satisfied with the collection results.
Moreover, | have been extremely pleased with the support, serviee, and responsiveness to
questions and coneerns that I reeeive from Premiere. From the primary service representative,
who heips with everyday questions and concerns, to the Manager of Client and Corporate
Services, who discusses business needs and financial arrangements, Premiere has provided
exceptional service. Premiere is also conscientious and quick to offer solutions in an ever-
changing collection environment. In short. I have no hesitation recommending Premiere.

[f 1 can provide further information or answer additional questions, pleasc do not hesitate to
contacl me directly at (317) 233-0927 or jennifer.gauger@atg.in.gov.

Sincerely,

Jennifer ‘};EE
Deputy/Attdrney General

Sectiorl Chief, Collections & Bankruptey





Data Theft Protection

Premiere Credit has a corporate identity theft prevention program designed to block, detect, and respond to identity theft that is possible by opening a customer’s accounts. The system not only protects clients and debtors from identity fraud, it also minimizes potential damage from fraudulent accounts. The program applies to all employees, contractors, consultants, temporary workers, and service providers and allows Premiere Credit to: 

· Identify risks that signify potentially fraudulent activity within new or existing covered accounts;

· Detect risks when they occur in covered accounts; and,

· Respond to risks to determine if fraudulent activity has occurred and act if fraud has been attempted or committed.

To reduce the opportunity for data theft, Premiere Credit has also limited our employees’ access to network data by restricting entrance to secure areas, limiting e-mail file sizes, and prohibiting the use of writeable CD drives on all corporate computers.

External Interface Exchanges

Premiere Credit exchanges files with external providers for mail services and skip tracing using a universal data exchange tool. We can interface with nearly every external system in the marketplace. To do this, we utilize FACS Enable, a flexible data exchange tool that enables us to manipulate any data format required for import and export to FACS. For return files, we can seamlessly integrate inbound data into our collection workflow.

Site-Based System

To ensure the proper security of sensitive non-public debtor data, Premiere Credit utilizes a site-based collections system. We provide all clients with web-based access to review debtor accounts and access key reports. We also support clients who prefer data file exchanges such as Excel files, FTP, CD, e-mail, or hard copy reports. We can accommodate nearly any type of access to information you request.

System Capacity

FACS is a highly scalable collection system and represents the gold standard of technology in the collections industry. Unlike other systems, the FACS database’s growth is not limited by a number of accounts - we can easily increase storage space and expand the database. If necessary, Premiere Credit will purchase additional servers to accommodate increased portfolio sizes. Additionally, we could extend our database across multiple servers for processing efficiency.

System Platform

The protection of confidential information is our primary concern at Premiere Credit. We work to minimize the risk of accidental disclosures, hardware modification, or destruction of data, software errors, negligence, or malfeasance. Premiere Credit operates its collection system on Caché by InterSystems. The servers that store all operations data are housed in a raised-floor, climate-controlled area. The equipment runs on an uninterrupted power supply to mitigate potential damage caused by power surges.

c) Premiere Credit’s collection and skiptracing process is outlined at length in response to RFR Section C, Detailed Debt Collection Process beginning on page 55. Premiere Credit state of the art collection methods include offering debtors the option to make payments via a secure, encrypted payment portal available via the internet for use 24 hours a day, seven (7) days a week. Premiere Credit’s payment portal is user-friendly and flexible; it enables debtors to submit payments in any method desired, make future payment arrangements, and to enroll in monthly payment plans to fit their needs. Using established guidelines for minimum payment amounts, Premiere Credit captures legal consent for contacting the debtor as well as email addresses for future communication efforts. Additionally, debtors have access to review their account, confirm payment history and make edits to their payment arrangement when needed. This entire process is conducted in a environment which is secure, compliant, scalable to business demands and flexible to meet contractual and legal requirements.
Premiere Credit has the ability to accept payments via the following methods:

· Bank Wire

· Cash

· Check by Phone (EFT/Auto Withdrawal – can be post-dated)

· Credit Cards
· Direct Mail

· MoneyGram

· Web-based payments via secure portal

d) Premiere Credit will execute an expert collection process on behalf of each Eligible Entity to ensure maximum recoveries are realized. We use only cutting edge technology and firm, but fair collection techniques. Activities are broken down into monthly, weekly, daily, and even hourly steps to ensure the collection process is precisely adhered to by all representatives. 
Premiere Credit will blend automated skiptracing technology with manual effort when needed to ensure no stone is left unturned when attempting to locate each debtor. Telephone and mail attempts will be routinely employed and creative campaign strategies will be used each day. 
To increase productivity, Premiere Credit uses intuitive call blending technology with Automatic Number Identification (ANI) to quickly route incoming calls to a live representative and assist in making outbound calls. Recording 100% of calls enables us to shorten the training cycle, ensure contract and legal compliance and provide archived records of actual calls for as many as 375 days.

e) Premiere Credit currently accommodates decentralized account submission from multiple clients who serve hundreds of user entities. We transmit all data using secure file transfer protocol and point-to-point encryption. Premiere Credit exchanges files using a universal data exchange tool. We can interface with nearly every external system in the marketplace. To do this, we utilize FACS Enable, a flexible data exchange tool that enables us to manipulate any data format required for import and export to FACS. For return files, we can seamlessly integrate inbound data into our collection workflow. Our dedicated IT team is available to assist in creating flexible and secure formats for data exchange with each Commonwealth Eligible Entity.
f) Premiere Credit’s IT team is ready to serve the Commonwealth and to provide best in class software solutions that ensure our success in maximizing each Eligible Entity’s return on the accounts receivables placed with our agency.

Premiere Credit’s Information Technology (IT) and Application Development Team consists of seven (7) dedicated individuals have more than 70 years of combined experience in collection industry software and practice spanning various industry asset classes such as government tax revenue, student loans, credit card and medical collections. Our tenured team continually focuses on two primary objectives.

Objective one - The collection application should remain fully functional supporting each client’s unique workflow requirements, ensuring high levels of liquidation and return. This focus is maintained through a careful management and implementation process that allows for the appropriate requirements gathering, testing, and documentation of all software solutions that are provided to the Operations team to use in the collection process. The success of this careful management of the system and implementation process is evidenced through a system uptime and availability of over 99%.

Objective two - The IT team focuses on the security of all client data. Through careful management of the various parameters, such as role-base security and data encryption, our client data is gathered, stored, utilized, and transmitted securely throughout its lifecycle. Additionally, these practices are monitored to ensure ongoing compliance with our client contracts and various security policies and procedures.

The FACS collection system is housed as a virtual server within a VMware environment that uses a Windows Server (2003 R2 x64 edition) featuring an Intel Xeon 7460 processor with 20 GB of random access memory (RAM). Premiere Credit maintains a standardized desktop PC architecture across all areas of our collections department. The desktop operating environment is configured as outlined in the table below:
Base Unit: 

Dell Vastro 200/220

Processor:

Intel Pentium

Memory: 

1 GB (minimum)

Hard Drive: 

120 GB

Network: 

10/100/1000 NIC

DVD-ROM Drive: 

All removable media parts disabled.

Video Card: 

No video cards

Operating System: 

Windows XP, Professional

Keyboard: 

USB Standard Keyboard

Monitor: 

18 Inch Flat Panel 

Mouse: 

USB 2-Button Optical Scroll Mouse

As upgrades to the system become available, each is tested independently and is implemented within the system only after the quality of the upgrades are completely demonstrated within our testing environment. All Premiere Credit servers that store operations data are housed in a raised-floor, climate-controlled area. The equipment runs on an uninterrupted power supply to mitigate potential damage caused by power surges. In the event of an unplanned service interruption, Premiere Credit will enact its formal disaster recovery and business resumption plan. This plan is described in greater depth beginning on page 24.
Premiere Credit’s Information Technology team uses the Cherwell System to document change records and serve as the tracking system for all incidents and changes that are performed with FACS and all other systems at Premiere Credit.
g) Premiere Credit warrants that all employees assigned to work accounts where they will have access to confidential data as it relates to the Health Insurance Portability and Accountability Act (HIPPA) are trained upon hire and receive refresher training annually. It is our goal to enhance the rights of healthcare consumers by providing them with access to their health information while exercising responsible control over the use of the data. Employees are required to sign a Confidentiality Agreement which affirms their understanding that HIPPA information is confidential. Premiere Credit will comply with all HIPPA requirements in the course of any contract resulting from this proposal. 


	B-6. Daily Deposits and Reconciliations. 
a) Bidders must provide details to demonstrate the ability to make daily deposits of electronic payments and daily reconciliation of all activities, including guaranteed proof of remittance of the full amount of any debt collected and associated contingent fees. 
b) Bidder must provide any details related to alternative remittance and payment methods for depositing funds with an Eligible Entity to ensure deposits are made immediately and not held by the Bidder with details related to why these alternatives are more cost effective or recommended for the Statewide Contract and how the methods support the goals and terms of this Contract.
c) Pursuant to M.G.L. chapter 30 section 27, for Commonwealth Departments, Authorized Debt Collection Agencies must deposit all gross collections into a specified Commonwealth approved bank account as prescribed by CTR policies within twenty-four (24) hours of receipt so that the funds are recorded on the state accounting system (MMARS). Bidders must identify protocols for deposit and clearing of checks to ensure that the Bidder does not retain control of cash for more than 24 hours after a check has cleared. 

d) Address how the Bidder will re-collect the amount of any bounced checks and ensure that the Bidder will not invoice or rebill for collection fees if already paid. The Commonwealth will not be liable for bounced checks or associated fees and may deduct these fees from amounts owed to the Debt Collection Agency. 
e) Debt Collection Agency may not net their fees from amounts collected unless approved under the Contract and must deposit the full amount of all collections. Contingent fee payments will be based on the amount of total debt collected by Authorized Debt Collection Agency, including the base debt, interest, late fees and the contingent percentage fee that must be added to the base debt amount. Netting of fees will not be supported unless the Debt Collection Agency has a PCI compliant and CTR approved electronic payment program which deposits funds daily to the Eligible Entity and the Eligible Entity can provide reconciliation and proof that the fees collected do not exceed the amounts authorized under the Contract. The Authorized Debt Collection Agency will be required to provide a full audit of all collection activities or other proof sufficient to document accurate receipts and associated fees.

f) Address how the Bidder will collect a debt so that the amount owed by a debtor (“total debt”) will be the amount of the base debt identified by the Eligible Entity/Department plus the contingent fee payment added to the debt by the Department and any late fees and interest. Debt Collection Agencies shall have no legal entitlement to any payments for collection efforts, including legal services, which do not result in the collection of a debt and remittance of such debt to the proper accounting system of the Eligible Entity.

g) Confirm acceptance of the following terms: Pursuant to 815 CMR 9.06, all debts, unless otherwise specified by the Department submitting the debts, may be submitted simultaneously to intercept and debt collection. Authorized Debt Collection Agencies may only be compensated for fees from debt funds which the Agencies actually collect and deposit as prescribed by the Office of the Comptroller. Therefore, Authorized Debt Collection Agencies that accept a debt that has been submitted simultaneously for intercept and debt collection assume the risk that the debt will be successfully intercepted in whole or in part by the Office of the Comptroller prior to the Agency's collection of the debt, and the Agency shall not be entitled to any compensation for debt collection work performed.

h) Confirm acceptance of the following terms: CTR and other Eligible Entities have not been appropriated funding for this Debt Collection Services Statewide Contract. Any payments to the Authorized Debt Collection Agency, including payments for authorized legal services or other costs or fees, may only be paid from amounts (1) actually collected by the Authorized Debt Collection Agency for a debt assigned by an Eligible Entity, (2) properly and timely remitted by the Debt Collection Agency into the Eligible Entity official accounting system, and (3) properly invoiced or deducted from total debt base amounts and contingent fees collected in accordance with this Statewide Contract. 
i) Confirm acceptance of the following terms: Litigation services used to pursue a debt must be approved in writing by an Eligible Entity prior to the incurring of any obligation and may not be separately billed by an Authorized Debt Collection Agency. Litigation services are compensable solely from the total debt actually collected by the Authorized Debt Collection Agency based upon the contingent fee percentage identified in the Statewide Contract. 

j) Confirm acceptance of the following terms: Sheriff and/or Constable fees (for example, the delivery of a subpoena) are not included as part of authorized legal services and therefore will need to be approved in writing in advance and paid separately by an Eligible Entity. The Debt Collection Agency may not assume these costs and separately bill the Eligible Entity. If allowable by law, the Debt Collection Agency may pay for these costs as part of the contingent fees charged for collections. 
k) Confirm acceptance of the following terms: For the purposes of collecting a debt, the amount owed by a debtor will be the amount of the base debt identified by the Eligible Entity plus any contingent fee payment added to the debt by the Department and any late fees or interest. For the purposes of billing the contingent fee amount, the amount of the collection fee paid will be subject to the percentage of the total debt amount actually collected by the Debt Collection Agency or the Eligible Entity. 
l) Confirm acceptance of the following terms: If a debt that has been referred to debt collection is collected by the Eligible Entity PRIOR to any debt collection activity by the Authorized Debt Collection Agency, the fee amount shall be half (50%) of the contingent fee multiplied by the percentage of the total debt amount collected by the Eligible Entity.

m) Confirm acceptance of the following terms: If a debt that has been referred to debt collection is collected by the Eligible Entity AFTER debt collection activity by the Authorized Debt Collection Agency (at least one documented phone call and/or written correspondence), including after the return of the debt to the Eligible Entity or the AGO, the fee amount shall be 100% of the contingent fee multiplied by the percentage of the total debt amount collected by the Eligible Entity. 



	ANSWER:

a) Premiere Credit has significant experience managing payments on behalf of state government clients. At no cost to any Eligible Entities, Premiere Credit will maintain a separate trust bank account for the Commonwealth, wherein all funds collected on the Commonwealth’s behalf will be deposited to and from which all remittances to each Eligible Entity will be originated. Comingling of funds will not be permitted within the Commonwealth’s trust account and any other account.
Recording and Reporting Funds

All inbound mail is routed to a restricted-access room for processing. For security and compliance purposes, the room is monitored by video surveillance 24 hours a day, seven (7) days a week to prevent theft. Mailroom staff opens the mail while positioned below a security camera that records the contents of each envelope. If a package is received and there is no correspondence or blank correspondence inside, the mailroom employee will present the material to the camera to document the event. If blank correspondence is received, Premiere Credit will document the debtor’s account and alert the Compliance and Licensing Department who will contact the debtor and notify the Eligible Entity.

Payment Posting

Opened and document payments are securely transmitted to the payment processing team. All payments for each Eligible Entity will be processed and posted onsite in our secure payment processing facility at our corporate headquarters in Indianapolis, Indiana. The payment posting team divides payments by type and they are posted and logged the same day as received. Payment posting specialists will locate the account and verify the name, address, unique Eligible Enity ID (SSN, date of birth, or Premiere Credit account identification number), to ensure the funds are applied to the correct account. Payments for the same debtor with multiple accounts are applied as required by the Commonwealth.

Payment Allocation
Payments will be matched to the associated debtor account and posted daily to Premiere Credit’s collection management software (FACS) system. Payments are posted using the FACS system, which is very flexible in the allocation of payments. Payments can be divided based on a specific order, percentage, or other sequence requested by our clients. FACS’ Payment Application Sequence has nine unique balance categories to store separate components of the debtor’s outstanding amount. Debtor balances can be built using the following categories:
· Principal

· Interest

· List 3 (client specific balance, for example late fees)

· List 4 (client specific balance, for example accumulated interest prior to placement)

· Agency Interest

· Attorney Fees

· Miscellaneous 1 (client specific balance) 

· Post Judgment interest

· Fees
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Once posted to the system, payments are balanced two ways:

Step 1 – Client-Level Batch Verification

· The system identifies the correct client account

· The payment processor determines the proper client trust bank account number

· The payment processor posts the payment to the debtor account

· Coded client-level payments are batch-balanced at the client-level

Step 2 – Bank Deposit Verification
· Payments are sorted according to client trust account.

· Using an electronic check scanner, the payment processor records the check.

· Checks for each trust account are scanned and the balance is verified a second time. 

· Once balanced, the checks are electronically deposited to the trust account.

· Damaged checks are placed in a locking bank bag. The bag is stored in a government standard fireproof safe until a manual bank deposit is made.

Premiere Credit stores paper checks for 60 days in a fireproof safe located in our secure payment-processing department. The entire FACS system is backed up daily. Our bank provides CDs of all checks, which we store in a fireproof safe for added security.
b) Premiere Credit has the ability to remit funds via the preferred methods of the Commonwealth and each Eligible Entity it serves.
c) Payments received on behalf of each Eligible Entity will be reconciled and deposited within 24 hours of receipt. Payments will be segregated into separate deposit batches and matched against the entries posted in FACS. Deposits will be transmitted electronically to the bank daily and each day’s activity is independently reconciled between the FACS system and the trust account deposit activity, per the bank. 

Remittance

Premiere Credit will remit the proceeds collected during the previous week. Once posted to FACS, transactions are loaded to a file for exchange with each Eligible Entity via its preferred exchange method. Using FACS, the Premiere Credit IT team will provide a consistent, structured data file that is compatible with each Entity’s file exchange process for payment transactions and will queue the appropriate remittance statements to be sent to the Entity, Commonwealth or both as required. 

Prior to sending the funds, a report will be transmitted to each Eligible Entity including the details of each debtor payment collected and any associated contingent fees during the period covered by the transaction. The report sent to each Eligible Entity will be matched to the transmission, before the transaction is approved and released from the bank.
d) Premiere Credit will implement check-holding procedures as outlined by each Eligible Entity to reduce the amount of NSF checks processed. We can list NSF checks on a separate statement and will not assess contingency fees to Eligible Entity’s on these instruments. Fees associated with the NSF will be added to the debtors account balance for collection.
Checks returned for insufficient bank funds (NSFs) will be processed daily upon receipt of the NSF report from the bank. Payment-processing staff will immediately begin posting NSFs to the system and update the debtor’s account status. Changing the status will load the account to a dedicated telephone work queue and account specialists will attempt to establish contact with the debtor and recover the NSF payment.
Premiere Credit will cancel any pending check arrangements with the debtor if checks are returned due to:

· Payment stopped

· Invalid account number

· Unable to locate

· Closed account

· No account
· Multiple NSFs
Imaged copies of cancelled checks will be maintained on FACS as reference documentation. Check images created by the scanner are coded and attached to the debtor’s account.
e) Premiere Credit understands that agency fees shall not be withheld from remittances to Eligible Entities without prior approval. Premiere Credit further acknowledges that fee payments will be based on the amount of total debt collection and will include the base debt, interest, late fees, and the contingent fee percentage which must be added to the base debt amount. Premiere Credit is PCI Compliant (see Section B-5, response A on page 32).

Premiere Credit employs financial controls similar to Sarbanes-Oxley (SOX) and all client funds are held in a segregated, non-interest bearing trust account. Premiere Credit undergoes regular external audits by its clients, regulatory agencies and its external independent public accountants. In addition, audits are also conducted by internal auditors, Compliance Department, Security Personnel, IT Department, and other independent third parties to satisfy the requirements of PCI-DSS, FISMA and SSAE 16.

Since, its acquisition by ECMC Holdings Corporation, Premiere Credit has been audited by an independent third party firm of Certified Public Accountants. The audits are conducted in accordance with auditing standards generally accepted in the United States of America and the standards applicable to financial audits contained in the Government Auditing Standards, issued by the Comptroller General of the United States. In accordance with Governmental Auditing Standards, Premiere Credit’s auditors also issue a report upon completion of each audit, on their consideration of Premiere Credit’s internal controls over financial reporting and their tests of Premiere Credit’s compliance with certain provisions of laws, regulations, contracts and grant agreements and other matters. This report is an integral part of an audit performed in accordance with Governmental Auditing Standards and included in our audited financial statements. Copies of these audits or other proof sufficient to document Premiere Credit’s financial responsibility are available to each Eligible Entity upon request.
f) Premiere Credit will receive account placement files from each Eligible Entity which will detail the past due amount owed to the Entity. Entities may communicate multiple balance fields which will be added together to determine the account balance owed by the debtor. Balances may be divided by:

· Principal

· Interest

· List 3 (client specific balance, for example late fees)

· List 4 (client specific balance, for example accumulated interest prior to placement)

· Agency Interest

· Attorney Fees

· Miscellaneous 1 (client specific balance) 

· Post Judgment interest

· Fees
Premiere Credit will add the contingency fee for its services accepted by the Commonwealth to the balance transferred, including penalties and late fees, by the Eligible Entity. The combination of these figures shall constitute the ‘total debt’ amount we shall collect from the debtor. Premiere Credit acknowledges it shall have no legal entitlement to payments for any collection efforts that do not result in the collection of debt and subsequent remittance of funds to each Eligible Entity.

g) Premiere Credit confirms, pursuant to 815 CMR 9.06, all debts, unless otherwise specified by the Department submitting the debts, may be submitted simultaneously to intercept and debt collection. Premiere Credit may only be compensated for fees from debt funds which it actually collects and deposits as prescribed by the Office of the Comptroller. Premiere Credit accepts a debt that has been submitted simultaneously for intercept and debt collection assume the risk that the debt will be successfully intercepted in whole or in part by the Office of the Comptroller prior to our collection of the debt, and Premiere Credit shall not be entitled to any compensation for debt collection work performed.
h) Premiere Credit confirms CTR and other Eligible Entities have not been appropriated funding for this Debt Collection Services Statewide Contract. Any payments to our agency, including payments for authorized legal services or other costs or fees, may only be paid from amounts (1) actually collected by Premiere Credit for a debt assigned by an Eligible Entity, (2) properly and timely remitted by Premiere Credit into the Eligible Entity official accounting system, and (3) properly invoiced or deducted from total debt base amounts and contingent fees collected in accordance with this Statewide Contract. 

i) Premiere Credit confirms litigation services used to pursue a debt must be approved in writing by an Eligible Entity prior to the incurring of any obligation and may not be separately billed.. Litigation services are compensable solely from the total debt actually collected by Premiere Credit based upon the contingent fee percentage identified in the Statewide Contract. 

j) Premiere Credit confirms sheriff and/or constable fees (for example, the delivery of a subpoena) are not included as part of authorized legal services and therefore will need to be approved in writing in advance and paid separately by an Eligible Entity. Premiere Credit will not assume these costs and separately bill the Eligible Entity. If allowable by law, Premiere Credit may pay for these costs as part of the contingent fees charged for collections. 
k) Premiere Credit confirms for the purposes of collecting a debt, the amount owed by a debtor will be the amount of the base debt identified by the Eligible Entity plus any contingent fee payment added to the debt by the Department and any late fees or interest. For the purposes of billing the contingent fee amount, the amount of the collection fee paid will be subject to the percentage of the total debt amount actually collected by Premiere Credit or the Eligible Entity. 
l) Premiere Credit confirms if a debt that has been referred to debt collection is collected by the Eligible Entity prior to any debt collection activity by our agency, the fee amount shall be half (50%) of the contingent fee multiplied by the percentage of the total debt amount collected by the Eligible Entity.
m) Premiere Credit confirms if a debt that has been referred to debt collection is collected by the Eligible Entity after debt collection activity by our team (at least one documented phone call and/or written correspondence), including after the return of the debt to the Eligible Entity or the AGO, the fee amount shall be 100% of the contingent fee multiplied by the percentage of the total debt amount collected by the Eligible Entity. 


	B-7. Criteria for Offering Payment Plans. 
a) Bidders must give 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 upon prior written approval of an Eligible Entity.

b) Bidders must give a description of the maintenance procedures, forms and monitoring to be used for payment plan agreements once the payment plan agreement is approved by the Eligible Entity.

	ANSWER:

a) Once contact is established with the debtor, Premiere Credit will present all voluntary repayment options the Eligible Entity has approved for satisfying the debt. Account representatives always request payment in full from each debtor and will provide examples of the long-term financial benefits achieved by resolving debts in full, rather than settling on minimum payment options or making long-term arrangements. If the debtor indicates they do not have the means to immediately resolve the entire account balance, we will conduct a financial review, helping them identify all sources of income that might be used to pay the debt.

When payment in full is not an option, account representatives will present secondary payment options such as a down payment and ongoing monthly payments. Payment plans are designed to be reasonable and fair to both parties, allowing debtors to successfully resolve their debt within client-established parameters. We advise debtors of the constructive benefits for establishing and adhering to a consistent monthly payment agreement.

Payment Methods

Premiere Credit has the ability to accept payments via the following methods:

· Bank Wire

· Cash

· Check by Phone (EFT/Auto Withdrawal – can be post-dated)

· Credit Cards
· Direct Mail

· MoneyGram

· Web-based payments via secure portal

Premiere Credit offers debtors the option to make payments via a secure, encrypted payment portal available via the internet for use 24 hours a day, 7 days a week. Premiere Credit’s payment portal is user-friendly and flexible; it enables debtors to submit payments in any method desired, make future payment arrangements, and to enroll in monthly payment plans to fit their needs. Using established guidelines for minimum payment amounts, Premiere Credit captures legal consent for contacting the debtor as well as email addresses for future communication efforts. Additionally, debtors have access to review their account, confirm payment history and make edits to their payment arrangement when needed. This entire process is conducted in a environment which is

· Secure

· Compliant

· Scalable to business demands

· Flexible to meet contract and legal requirements

b) All payment negotiations will be conducted in compliance with each Eligible Entity’s specifications. Accounts on payment arrangement plans will be reported via the method and frequency desired by each Entity. Accounts in active repayment plans are monitored systemically for continued payment compliance. Every 90 days, a team of account representatives will contact and review current arrangements with debtors to ensure circumstances that may permit them to pay off the debt entirely or increasing the monthly payment amount are exercised timely.



	B-8. Referral of Debt for Legal Services. Bidders must give a description of the procedures through which collections will be recommended for legal services or litigation, the criteria for determining the appropriateness of legal services or litigation and the mechanisms through which an Eligible Entity will be notified of the need for legal services, apprised of legal services status (if legal services are authorized under the Statewide Contract), including a description of the frequency and content of periodic reports to the Eligible Entity and to the AGO. Procedures for conducting legal services which may occur outside of the Commonwealth must also be described. Note that all pricing of collection service is all inclusive and is not billed separately. Contingent fees for debt collection services with legal services must reflect an all-inclusive rate. 

	ANSWER:

After all other collection phases have been exhausted, the account will be transitioned to a Pre-Litigation Team staffed by account specialists trained in negotiating with individuals who resist voluntary payment options. Late stage collection efforts will take place for approximately 60 days. During this time our representatives will:

· Continue to make phone and mail attempts

· Aggressively skip trace the account

· Locate and confirm employment and/or assets

· Verify the debtor’s street address

Issue Final Notice Prior to Litigation
Premiere Credit will send a strongly worded final collection demand to the debtor. This notice gives the individual a final chance to pay the balance-in-full or make a client-approved payment and avoid legal proceedings. The notice will clearly communicate the Eligible Entity’s intention to move forward with litigation if the debt is not resolved in a timely manner.
If these intensive efforts do not result in voluntary payments, our office will submit a summary of our efforts along with our recommendation to proceed with litigation. A Legal Authorization Worksheet will be forwarded to your team for review and approval. 

Assignment with Attorney

Once authorization to file suit is approved by the Eligible Entity and returned to our office we will assign the account to a collection attorney. By maintaining a legal network throughout the United States, we are able to act quickly when pursuing judicial remedies. Each licensed counselor must demonstrate compliance with proper legal collection procedures and uphold strict legal due diligence standards when processing your accounts. Proper SAAG approval will be sought for all attorneys performing work on behalf of the Commonwealth.

File Lawsuit
Upon assignment, the attorney will file a lawsuit and attempt to perfect service on the debtor. Once served with the summons and complaint, he must appear at a hearing on a date set by the court to argue the complaint. If the debtor does not appear in court, the attorney will ask the court to issue a default judgment on behalf of the Eligible Entity.
Obtain the Judgment
If the debtor does not answer the complaint, Premiere Credit will move to obtain a civil judgment based on the amount owed, attorney fees and court costs, as permitted by the terms of the original support documents and state law. Once a civil judgment is obtained, we will send a Notice of Judgment to the debtor and advise him of the new status of the debt and a new total balance due.

Enforce Post Judgment Remedies
Depending on state law, many methods can be enforced to liquidate a civil judgment. Options include:

· Wage garnishment – Employer withholds funds automatically from debtor’s paycheck
· Bank account seizure – A levy on funds held in the a checking or savings account

· Property lien – A lien against owned property guarantying repayment as part of the sale proceeds

· Court-ordered installment payments

· Post-judgment interrogatories – Letters sent to debtors who have not satisfied judgment terms timely. 

Premiere Credit will prepare a Litigation Report each month. This report will provide a snapshot synopsis of your accounts as they progress through phases of legal recovery.
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	B-9. Other Relevant Information and Value-Added Services. Please use this Section to identify procedures, services, and debt collection activities not already mentioned that will assist the PMT in evaluating the Response and the Bidder’s capability of providing the required Debt Collection Services and why the Bidder is the preferred Bidder to provide debt collection services for the Commonwealth. Demonstrated performance is not a sufficient response to this question since the PMT will be selecting fewer Contractors than currently provide services under the Statewide Contract, and therefore, only the highest qualified and Contractors committed to a continuing and increasingly successful partnership will be considered, despite past performance. Successful past performance will not guarantee continued selection under this Statewide Contract. What performance is being offered that sets the Bidder apart from competitors and what resources, services, or specialties are being offered that demonstrate qualifications, commitment to partnership, best interests of the Commonwealth, or a level of service that is exceptional in comparison to other competitors that supports selection of the Bidder. 

	ANSWER: In addition to collection services, Premiere Credit is pleased to offer the Commonwealth new and innovative solutions regarding a comprehensive suite of services to combat waste, fraud, and abuse in the current tax system. These programs focus on self-assessed taxes throughout the state and seek to create an atmosphere of equity and uniformity while increasing state and local revenues through compliance initiatives. The cost to execute these specific programs is not quoted as part of this proposal but rather, can be negotiated with the Commonwealth once a thorough needs assessment has been conducted and a customized program assembled to meet Eligible Entity-specific needs.

In light of reductions in residential and commercial real estate property values and the resulting economic downturn, state and local governments across the United States are becoming more proactive in their attempts to maximize existing sources of revenue within their jurisdictions. Public/private partnerships are becoming the norm as the private sector seeks to lend its expertise in compliance and review programs aimed at increasing tax dollars to these same jurisdictions.

These additional proposed services will identify specific areas of tax compliance interest for Eligible Entities. In particular, these services address waste, abuse and fraud in the Homestead Tax Credit for residential real property as well as Income Tax Refund Fraud. In addition to these initiatives, Premiere Credit, with the help of its business partners, will introduce concepts including, but not limited to the discovery of non-listing businesses, and the audit and verification of all self-assessed taxes levied throughout the State.


	B-10. Describe what information, documents, data, staff assistance, facilities or other resources you would require from the Commonwealth to complete your work and declare any other critical assumptions upon which your work plan is based. Requirements will be confirmed or negotiated prior to Contract negotiation.



	ANSWER: Premiere Credit’s collection efforts are best enhanced when the following information is available at the time of account referral:
· Name

· Social Security Number

· Demographic Information

· Eligible Entity or Billing Servicer ID Number

· Last Payment Date

· Origination Date

· Original Balance

· Principal Balance

· Interest Balance

· Interest Rate

· Collection Cost Allowable

In addition to debtor information, cosigner or reference data and supporting documents can also provide valuable leads and will streamline dispute resolution, should the situation arise.


	B-11. Supplier Diversity Program participation. It is required that Supplier Diversity Program participation accounts for no less than 10% of the total points in the evaluation. Statewide Contractors MUST provide SDP participation. Higher evaluation points may be awarded to SDP Plans that show more commitments for use of certified vendors in the primary industry directly related to the scope of the RFR, subcontracting expenditures and partnerships for the purpose of contracting with the Commonwealth. 


	ANSWER: Bidder must submit the Attachment with SDP commitments. Premiere Credit has complied.

	B-12. Qualifications - Key Personnel Assigned To Contract. Key personnel designated or assigned to the valuation engagement must perform as designated in the absence of termination from the firm or other unavoidable circumstances. Bidders submitting a response to this RFR shall be considered to have accepted this condition. During the period of the Contract, key personnel assigned to the performance of the Contract services may be removed or replaced by the Contractor only upon the prior written approval of the engaging agency. A significant change in the key personnel listed in the Response prior to, or after, the execution of the Contract, which is unsatisfactory to the engaging agency, shall be grounds for disqualification of the Response or termination of the Contract. Key personnel designated or assigned to the engagement must perform as designated in the absence of termination from the firm or other unavoidable circumstances. Bidders in response to this RFR shall be considered to have accepted this condition. In the spaces provided below, list the key personnel who will be assigned to this project and identify the following information for each individual. 

Designation of Contract Manager. The Bidder must designate a Debt Collection Services Statewide Contract Manager who shall be responsible for oversight and management of the performance of services and act as the contact person for receipt of all correspondence and notice under the Debt Collection Services Statewide Contract and to keep the Office of the State Comptroller advised of any change in the name, address or telephone number of the Manager and or Bidder. The Debt Collection Services Statewide Contract Manager may be changed only upon prior written notice to the Office of the State Comptroller. Oral representations made by either party shall not be binding. Representations made by the Debt Collection Services Statewide Contract Manager for the Authorized Collection Agency or the Office of the State Comptroller shall be binding only if made in writing in accordance with the terms and conditions of the Debt Collection Services Statewide Contract and the Debt Collection Services Statewide Contract Manager is an authorized signatory for that party. Do not refer to or attach resumes. All relevant information must be inserted below:

	CONTRACT MANAGER:

Individual Name: Shane Archer
Title: Vice President, Operations
Phone: # (317) 917-4850
Fax: (317) 972-6595
Email: sarcher@premierecredit.com
Number of Years with Firm: Three
Number of Years at this Title: Three
Qualifications, professional certifications and business experience (narrative): Mr. Archer is a proven operational leader and strategic thinker with a passion for maximizing profits for Premiere Credit’s clients. He provides leadership to collection teams working on behalf of numerous guaranty agencies, as well as government clients, including two years of direct experience as the agency’s Contract Administrator and Project Manager on our United States Department of Education contract, Indiana Department of Revenue, and the implementation leader for our newest state contract with California’s Franchise Tax Board. An industry insider since 1995, Mr. Archer has a natural ability to understand and use numbers/data to hit revenue goals. He remains flexible, versatile and able to maintain a sense of humor under pressure. Mr. Archer thrives in deadline-driven environments, has excellent team-building skills, motivates teams to perform and engenders loyalty.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service. 
Mr. Archer will provide executive leadership to our team to perform collection activities on behalf of all Commonwealth Eligible Entities. The Director of Operations for our Government Services Division will report directly to Mr. Archer and he will ensure all contract deliverables are complied with and executed to the Commonwealth’s satisfaction. As a tenured collection executive, his responsibilities also include setting goals for contract performance, account representative goal setting, and ensuring our compensation plans are designed to maximize our performance on behalf of Eligible Entities. It is anticipated that 30% of Mr. Archer’s time will be dedicated to this contract. 

	Individual Name: Daniel Truitt
Title: Senior Collection Manager
Phone: # (317) 375-6531


Fax: (317) 972-6595
Email address: dtruitt@premierecredit.com
Number of Years with Firm: Three
Number of Years at this Title: Three
Qualifications, professional certifications and business experience (narrative): Mr. Truitt has more than seven years of experience in the collection industry and possesses extensive knowledge in the areas of managing both government tax debt and federal loan portfolios. Mr. Truitt has a significant amount of career experience managing complex tax collection programs. In 2006 he directed General Revenue Corporation’s (GRC) project team for Indiana’s first-ever tax amnesty program. Utilizing a staff of 15 account representatives, Mr. Truitt designed a special program collection effort, which has been widely heralded as one of the most successful amnesty programs in the United States. Highlights of his success with Indiana’s Tax Amnesty Program are:

· Lead a team of 15 account representatives uniquely trained for the State of Indiana’s first-ever “Non-Filer Outreach Program”

· Generated more than 587,000 letters to non-filers

· Recovered more than $244,000,000 for the State of Indiana (more than four times the original goal of $55M)
Premiere Credit is pleased to have retained Mr. Truitt to manage the day-to-day recovery efforts we perform on behalf of the Commonwealth. His experience and creativity have been instrumental in the success of our team. 

List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service. 
As the key member of our management team, Mr. Truitt will provide managerial leadership to the daily collection operation on behalf of Eligible Entities. He will coach unit collection managers, conduct team meetings to review collection strategies developed by the Director, Operations and ensure the performance goals established by the Vice President, Operations, are met. Mr. Truitt is influential in shaping the training and development programs for new employees and providing curriculum content for continuous training of existing staff. He will be dedicated full time (100%) the Government Services Division effort on behalf of the Commonwealth.


	Identify other specialists and the functions they will perform during the procurement bid upon;
Successful government debt recovery starts with an experienced management team that understands the unique needs of the higher education community. Our proprietary skip tracing model and use of analytic-based collection strategies enables us to streamline our recovery process, thereby resourcefully managing our overall headcount. Our agency is committed to staying current with industry hiring practices, developing strong employee compensation packages, and maintaining an enjoyable work environment to keep our attrition rates low.

Premiere Credit knows that an agency is only as good as the people who represent it. To this end, we have sought out the industry’s leading stars in each operational and service area to ensure the Commonwealth is offered the best accounts receivable management experience possible.

Premiere Credit hires talented and innovative managers, who think creatively and independently, lead by example, build trusted relationships with customers and hold Premiere Credit accountable for maximizing client performance.

Premiere Credit’s 36 managers average nearly eight (8) years of experience in the accounts receivable industry. Our recovery executives average more than 20 years of experience in collections. The team listed in the following table currently directs support for our Government Services Division. We will provide each Eligible Entity with 24-hour contact information for all managers, including executive management. 

Role

Name

Title

Years of Experience

Executive Leadership

Rob Meck

President & CEO

23

Operational Strategy

Shane Archer

Vice President, Operations

17

Financial Leadership

Feroze Waheed

Chief Financial Officer

30

Client Service Oversight

Joseph Baquero

Director, Client & Corporate Services

11

IT Implementation

Mark Kramer

Director, Information Technology

21

Compliance Monitoring

Kathy Leatherbury

Director, Compliance & Licensing

28

Sales & Marketing

Diana Day

Manager, Marketing & Business Development

12

Client Services

Bert Wright

Client Service Representative

5

Resumes for these individuals have been supplied as part of the Commonwealth’s required Consultant Contractor Mandatory Submission Form.



	B-13. Use of Subcontractors. It is presumed that the selected Contractor will be responsible for and perform all the duties and requirements of this RFR. In this section, the Bidder must identify any subcontractors that will or may be used to conduct any of the work described in this RFR.

Include the names of subcontractors, summaries of their qualifications, experience and duties and responsibilities for performance. The Contractor will remain the sole point of contact and will be responsible for all performance under the contract. 
Attorneys that will be used for debt collection services must be individually approved by the Office of the Attorney General (AGO). SAAG forms are posted under the “Forms and Terms” tab of the Solicitation on Comm-PASS and must be submitted as part of the Response. 

	ANSWER: Premiere Credit will use a national network of attorneys to pursue legal accounts on behalf of Eligible Entities of the Commonwealth. In Massachusetts, we propose the Law Office of Lipman & White has the skill and expertise to assist with any potential claims involving the Commonwealth. The above referenced SAAG form has been submitted as part of this proposal for attorney John White of the firm Lipman & White. SAAG forms will be submitted for all potential attorneys pending contract award.
By maintaining a legal network throughout the United States, we are able to act quickly when pursuing judicial remedies. Network attorneys are handpicked to ensure they have the experience required to secure positive results on behalf of the Commonwealth. Each licensed counselor must demonstrate compliance with proper legal collection procedures and uphold strict legal due diligence standards when processing your accounts. Legal recovery is also an option for both student loan receivables and Perkins loans, but will only be pursued with the Eligible Entity’s express permission and case-by-case account approval. 


	B-14. References: The Bidder must identify at least four (4) references for comparable work of the type requested in this RFR. References must be verifiable. For Debt Collection Agencies currently on the Statewide Contract, include a minimum of two (2) current references from state Departments which you are currently or have recently performed debt collection services. The PMT reserves the right to verify references included in the Response and to conduct any other reference, credit or performance checks as deemed appropriate. 

	Reference name: Lawannah Howell
Firm: U.S. Department of Education
Phone: # (404) 974-9246
Fax: Not utilized by ED
Email address: Lawannah.howell@ed.gov
Description and date(s) of services provided: 2004 to Present. Third party debt collection of federal loans.


	Reference name: Milton Cuevas
Firm: Indiana Department of Revenue
Phone: # (317) 233-5013
Fax: (317) 232-2103
Email address: mcuevas@dor.in.gov
Description and date(s) of services provided: 2006 to Present. Collection and skiptracing efforts on active tax warrants for both personal and business accounts. Voluntary collections using checking, savings, credit cards, bank wire or mail in payments. Involuntary collections using bank levies and administrative wage garnishments. Business and personal tax collections


	Reference name: Jennifer Gauger, Interim Section Chief
Firm: Indiana Office of Attorney General (OAG)
Phone: # (317)-233-0927

Fax: (317) 232-7979
Email address: Jennifer.gauger@atg.in.gov
Description and date(s) of services provided: 2007 to Present. Voluntary collection and skiptracing efforts on behalf OAG and many other state agencies. OAG receives accounts from dozens of state agencies to collect on. Special projects such as jeopardy warrants.


	Reference name: Anna P. Beall
Firm: California Franchise Tax Board
Phone: # (916) 845-6946
Fax: Not utilized by FTB
Email address: anna.beall@ftb.ca.gov
Description and date(s) of services provided: 2012 to Present. Third party debt collection for outstanding tax debt.
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	RFR RESPONSE PART C – DETAILED DEBT COLLECTION PROCESS

	This section should provide a detailed explanation of the step by step process of how a debt is referred to the Bidder (all transmission options and requirements); how the debt is handled, including how debts are assigned to individual collectors, what collection methods are used, time periods for collection, collection of debts, referral back to Eligible Entities. Include any visual timelines, schematics or other visual representations of the debt collection and payment process. Bidders must give a description of the procedure and time frame for the return of any claim to an Eligible Entity, including identifying the Massachusetts statute of limitations that the Bidder will use to return uncollectible debts.

	ANSWER:

Work Plan

Premiere Credit uses Ontario Systems’ FACS fully automated platform as the system for all of our collection efforts. Upon import to FACS, we score and prioritize all new business files and work them in the following manner:
Account Placement

Accounts returned to Premiere Credit for collection are scrubbed immediately at the time of placement. FACS matches all demographic information available at the time of placement with both the United States Postal Service National Change of Address (NCOALink) database and an electronic directory assistance platform. 

Personal and business accounts are identified and segregated. Debtor information is matched against additional public registries, bankruptcy files and death records in an effort to gather as much information possible. All electronic information is immediately available to recovery experts. Accounts placed with verifiable contact information are prioritized by the system and sent directly to a government account representative where it will receive phone and mail attempts immediately.

FACS also retrieves credit scores for all accounts. Premiere Credit’s management team has developed intuitive and proprietary programs which analyze credit scores, along with other pieces of data about the debtor, to develop collection scores. Collection scores help our account representatives identify the most effective method to use when pursuing and securing repayment.
Scoring can be an excellent method of organizing accounts into targeted account groups which can then be worked thoroughly and consistently with proven collection techniques. Scoring can be beneficial in

· Identifying debtors with the ability and willingness to resolve an account

· Penetrating aged portfolios before warrants expire

· Segmenting accounts with similar demographics for targeted call campaigns

· Developing balance-level work flow predictive dialer campaigns

Accounts without verified demographic data remain with secure data warehouse skip locators in addition to receiving manual skip trace efforts. FACS automatically stores and presents multiple contact numbers for each account.
If an account is loaded with verifiable contact information, phone and mail attempts begin immediately with the first mail attempt occurring within 24 hours of placement. If the account doesn’t have confirmed contact information, the account representative assigned to the account will skip trace it.



	Collection Activity

As accounts are placed, our skilled representatives begin work on accounts according to contract and client specifications. They conduct all collection efforts in compliance with the Fair Debt Collection Practices Act (FDCPA). They also follow all other federal, state and local laws, and all Commonwealth contract specifications. For debt types requiring specific due diligence, we can configure FACS, our collection system, to not only meet, but exceed these requirements. Account representative compliance is monitored continuously with the assistance of Gopher-it voice recognition software by Aurix.

Premiere Credit undertakes its collection efforts with a comprehensive approach, incorporating compelling written correspondence with phone calls from representatives who are trained in the art of account resolution. We have established additional checkpoint protocols to ensure accounts receive periodic review to ensure effective and compliant activity.

Daily

FACS groups accounts into user-defined activity queues to assist our management in prioritizing specific groups of accounts. Account groups are defined by Senior Collection Managers and are used by our management staff to identify specific areas of focus. Based on daily reporting, our team may implement specific time frames where outbound call campaigns target segments within the portfolio population (low balance accounts, high balance accounts, time-zone, etc.). Outbound calls, payment arrangements, right party contacts and other performance indicators are examined to ensure Premiere Credit’s activity generates results to compliment each Eligible Entity’s recovery goals. Accounts which need immediate attention due to work standards are presented to recovery specialists first. Work will not begin on other accounts until these high priority accounts are addressed.

Weekly

All accounts, regardless of balance, remain a constant part of our call campaigns. Call campaigns for all accounts with active phone numbers are managed using a combination of call blending and managed work queues. This approach is used in tandem with contract-specific requirements to ensure the desired numbers of calls are made within Eligible Entity-specified parameters. As a general practice, collection managers build daily call campaigns using system dates which will ensure that non-paying accounts with valid phone numbers receive representative attention every four days. 

Ongoing

Accounts without verified contact information or a confirmed place of employment remain with our data warehouse suppliers to gather information as it becomes available. This information is collected daily and uploaded to FACS. Files which have had no payment activity are shuffled every 30 days.

Multiple Accounts

Collection agencies commonly encounter debtors with past due accounts at multiple offices. Because nearly 100% of accounts have a common account identifier, such as social security number or date of birth, we have the ability to identify and match government accounts. Matching accounts can help avoid potential FDCPA or other collection law violations associated with making multiple collection attempts to the same person during specific periods.

When Premiere Credit contacts someone with known multiple accounts, we attempt to collect the balance in full for all past due debts. If the debtor can’t pay all accounts in full and requests another payment option, representatives will negotiate favorable terms for all parties. Additionally, they confirm the amount of payment to be applied to each debt placed with our agency.

In the event a debtor is actively paying on an account we currently hold when a new account is placed with Premiere Credit, we will contact the party to solicit additional funds.


	Mail Attempts

Premiere Credit’s representatives use an evenhanded approach to resolve outstanding balances, blending both telephone calls and mail. For accounts with good addresses, FACS will issue an Initial Demand Notice within 24 hours of placement. Written collection efforts vary depending on debt type and client requirements. Situation-specific letters are available to address issues such as bankruptcy, garnishment, litigation, cease and desist requests, and many other topics. In addition to traditional mail efforts, our management team frequently experiments with different mail delivery systems (for example, sending mail in paperboard tubes), to pique the curiosity of the recipient with the goal of increasing response rates.

The first letter sent to each debtor provides an itemized accounting of the debt owed the Commonwealth and informs the recipient that the account in question has been referred to Premiere Credit to secure its repayment. The letter also contains all required legal disclosures concerning the debtor’s rights as required by the Fair Debt Collection Practices Act (FDCPA). State-specific legal disclosures are printed on the back of every letter.

To maintain FDCPA compliance, additional mail efforts will not continue until either the 30-day validation period has passed or the debtor formally acknowledges the amount of the debt and its legitimacy. After the thirty-day validation period has ended, Premiere Credit will send additional letters to accounts with good addresses. Letters are expertly worded to communicate the Commonwealth’s tone of respect while conveying the right degree of urgency necessary to elicit payment.

The table below provides a summary description of letters frequently used in our daily collection process. Written collection efforts vary depending on debt type and client requirements. Timing and use of specific letters varies based on verbal communication and the responsiveness of individual debtors. Every account with a verified address will receive a collection letter attempt and future letters are mailed based on the debtors response (i.e. dispute, payment, refusal to pay) to the first letter.
Letter

Code

Description

Timing

Initial Demand Notice

PL95

Debt validation letter. Debtor is given 30 days to reply.

Within 24 hours of placement

Settlement Letter

3110

Describes settlement offer and % of balance

Client-specific

Payment Plan Letter

3107

Describes a voluntary payment plan reached to pay the balance in full in payments

Based on when payment plan is established

Return Mail Processing
One of the most important features of a solid collection plan is efficient mail processing. Sending mail to thousands of addresses is costly. Employing the use of a streamlined and efficient mail processing work flow enables us to reduce mail returns and manual skip tracing, locate debtors faster, and increase recoveries.

Our mail vendor has specialized in debt recovery letter solutions for nearly 20 years. They are compliant with all laws, rules and regulations governing the accounts receivable management industry as well as applicable federal government security standards.
When accounts with address information are placed with our agency, the file is submitted to our mail processing vendor for analysis. The data file is compared to the following filters:

	· Address Correction Services (ACS) to update accounts with forwarding addresses

· Address Element Correction (AEC) USPS address correction filter

· Bad Address Filter (BAF) validates addresses stops mail from going to bad addresses

· Coding Accuracy Support System (CASS) verifies the street and zip code match

· Delivery Point Verification (DPV) confirms the physical street address exists

· Electronic Return Mail

· National Change of Address (NCOA) compares the information against USPS database for moves and updated information. 

All data is updated on FACS and coded to alert account representatives and managers to the current demographic validation status of each account. Premiere Credit’s representatives use an evenhanded approach to resolve outstanding balances, blending both telephone calls and mail attempts. For accounts with good addresses, the system will issue an Initial Demand Notice within 24 hours of placement. Written collection efforts vary depending on debt type and client requirements.
Phone Attempts

Our representatives are skilled professionals who are trained to assist each debtor resolve their outstanding accounts. Using a fair, yet firm, collection approach Premiere Credit’s communications model results in more resolved accounts, in less time.

At Premiere Credit we never use a telephone script. Much like effective counselors, our representatives train to become good listeners. Once in contact with a debtor, our team will actively listen to discover reasons for the delinquency. This valuable information alone can often lead to resolving the outstanding debt. By establishing and maintaining good relationships with the Commonwealth and its debtors, Premiere Credit strives to provide positive outcomes for both. Premiere Credit will attempt to verify right party contact before engaging in recovery activity with any debtor. It is our policy to verify first and last name in addition to as many of the following as possible:

· Date of birth

· Home address

· Last four digits of Social Security

When the predictive dialer is used, representatives will request verification of the last four digits of the Social Security Number of the party reached.

Predictive Dialer

Predictive dialing tools help Premiere Credit’s managers maintain a consistent level of contact with debtors throughout the day. Premiere Credit maintains an in-house analytics department to assist us in carefully employing the right recovery tools at precisely the right time. This analytic approach enables us to structure the work day in a manner which is both efficient and effective.

Using a predictive dialer eliminates inefficiencies of time that account representatives might otherwise spend manually dialing phone numbers and reduces downtime between calls. This type of call delivery system provides our account specialists with a steady and consistent procession of calls, subsequently maximizing debtor contacts. 

FACS uses Dialed Number Identification Service (DNIS), which will route calls specifically to dedicated government account representatives. Managers can adjust each call campaign’s pace to achieve a range of collection goals.



	Phone Strategy

Benefit

Dedicated Team

FACS is equipped with Dialed Number Identification Service (DNIS), which can route calls to our team of dedicated representatives. For optimal results, managers can adjust the pacing of each call campaign to achieve a range of collection goals. Second voice transfers take place to ensure a payment is secured if possible.

Call Blending

FACS enables representatives to increase their contact rates by seamlessly filtering out non-live accounts while directing live accounts to agents. This feature significantly reduces cost per contact. Intuitive call-by-call blending gives account representatives the ability to continue outbound calling while managing inbound calls. Managers can utilize automatic number identification (ANI) to route calls, perform automated account searches, and screen inbound calls.

Predictive Dialer

The predictive dialer function in FACS eliminates time spent dialing phone numbers and reduces downtime between calls. The dialer presents a steady succession of callers to assist. Managers can adjust the pace of inbound calls as needed.

Increased Productivity

FACS enables Premiere Credit to increase contact rates by seamlessly filtering calls directly to available account representatives. This feature also significantly reduces cost per contact.

Intuitive call-by-call blending gives account representatives the ability to continue outbound calling while managing inbound calls. The dialer uses Automatic Number Identification (ANI) to route inbound calls based on Commonwealth-specific toll free numbers, performs automated account searches and screens inbound calls.
The predictive dialer function in FACS eliminates time spent dialing phone numbers and reduces downtime between calls. The dialer gives our team a steady succession of callers to assist and provides us with measurable data to ensure accounts are being worked according to both contract guidelines and internal work standards. Managers can adjust the pace of inbound calls as needed.
Call Recording

Premiere Credit’s fully integrated phone system records 100% of inbound and outbound collection calls. Records are stored for 375 days as electronic files in the collection history of each account. These files are available for retrieval and playback if requested by the Commonwealth and have been helpful in resolving complaints and demonstrating our responsible collection techniques.



	Predictive Dialer Message Scripts[image: image19.png]




	Campaigns

Production managers work closely with the analytics department to make efficient use of predictive dialing capabilities. Campaigns which have proven successful for us include:
· Balances - High- and small balance dialers can isolate accounts based on the amount due. Grouping balances together can be effective in establishing many small payments or securing a few large payments. Using a small balance campaign is an effective way to work a varied portfolio while increasing collector confidence.

· Regions - Some portfolios perform better in certain regions; so we focus on known areas where performance is high for the Commonwealth. We can also use regional predictive dialing for a variety of conditions. For example, if a severe snowstorm occurs in a geographical region, historical data shows that good telephone contacts will increase. Calls are routed to this area to increase the probability of connecting with a live person. Likewise, this feature can be utilized to scale back or cease calls in the event of a serious natural disaster.
· Counties – In our experience working government debt portfolios, we have learned that some counties perform better than others. We run targeted campaigns to focus on these areas during the best historical contact time frames.

· Scoring - Scoring models are used to focus specific tools and efforts on business segments to maximize production.

· Relative - If we receive debtor relatives and neighbors via skip vendors, predictive dialer groups help representatives focus on this data to help us attain new contact information.

· Active Mortgages – Debtors who are also home owners have higher liquidation rates. Segregating this part of the portfolio also established a record of asset location for advanced negotiating opportunities.
· Active Autos – Debtors who own automobiles also liquidate at higher levels.
· Active available credit lines – Individuals with open lines of credit may also have access to greater resources that will enable them to pay down their debt to the Commonwealth faster.

Documenting Collection Activities

All collection activities including recovery attempts,skip tracing files, posted payments and written correspondence are documented automatically in Premiere Credit’s FACS collection system. We record all telephone communication as well, storing audio files of calls in the account history record for each debt placed with our agency.

Account Activity History

As account representatives move around the system, actions affecting accounts are recorded and documented systemically. FACS records

· Representative ID

· Date and time of the action

· Field changes

· Collection attempts (phone calls placed, letters sent)

· Duration of the activity

FACS stamps the dat e and time when a call is placed. When speaking with each debtor, account representatives will use FACS’ free form note feature to document specific details regarding the conversation.

Call Recording

Each call is also recorded, systemically monitored by voice recognition software, and becomes a permanent entry in the account history file. Creating a useable, historical record streamlines all future communication with the debtor and provides additional documentation for resolving complaints.

	In addition to phone calls, all mail efforts are automatically documented in FACS. Incoming hard copy correspondence, fax transmissions or other supporting documents are imaged, matched and stored electronically on the account.

Recording collection attempts provide support for our collection efforts and confirms due diligence on behalf of the Commonwealth. Additionally, we provide each Eligible Entity’s staff with online access to review collection activities at their convenience.
Collection Comments

Premiere Credit communicates account status through a variety of Disposition Codes. These codes enable us to provide accurate account status reports, consistently communicate the progress we are making, and generate a variety of customized ad hoc reports to meet each Eligible Entity’s needs. Account representatives may also use free form comments to enter notes regarding the success of their interaction with debtors. This information is presented in real-time to the Commonwealth staff via our secure, online web portal, FACSWEB.

FACS Disposition Codes

Disposition

Definition

30CA

Active skiptracing

4AWG

AWG funds received

3AWG

AWG funds requested

3HOT

AWG promise
30BK

Bankruptcy

3BRK

Broken promise

3600

Cease communication

9999

Closed

3DTH

Deceased

30VD

Employer verified

3EXH

Exhausted efforts

3002

Good numbers

3INC

Incarcerated

3LEV
Levy requested
3BNK
Levy submitted
3ACK
Levy, funds in transit
3000

New business

3001

New information

3NSF

Non-sufficient funds

3100

Paying account

31IP

Paying through inbound attempt

31OP

Paying through outbound attempt

31PI
Payment increase
31ST
Payment stay, refused increase
3UXP
Payment, unexpected, any type
30RM

Returned mail

3550

Suspend collection/awaiting validation



	We recognize the importance of strong communication between local government agencies and the diverse populations they serve. To ensure lines of communication are always open, our agency has adopted two levels of service for bilingual debtors. 

All debtors are provided with a specific toll-free telephone number which can be used to receive agent-assisted access to account information via our live account representatives. Account representatives are available to assist debtors across the country from 8 a.m. to 11 p.m. EST, Monday through Thursday, and from 8 a.m. to 5 p.m. on Friday and 8 a.m. to 12 p.m. on Saturday. Web payment access is available for all debtors 24 hours a day, seven days a week.

Level One
The majority of non-English calls we receive are from Spanish-speaking debtors. To address the immediate need of this segment of debtors, Premiere Credit currently has 13 Spanish-speaking employees and refers callers who prefer to communicate in Spanish to these representatives. We also have staff members who speak fluent French and Portuguese. 
Level Two
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To ensure instant access to expert translators is available during all hours of operation, Premiere Credit contracts with Language Line® to provide professional translation services for non-English speaking customers. With access to translators fluent in more than 170 languages, Language Line® helps our account representatives communicate with callers in a language which will facilitate a successful collection effort. This on-demand service has many benefits as it enables us to 

· Ease the collection process

· Provide service to an unlimited number of debtors

· Efficiently manage internal staffing levels

· Achieve high results for the Commonwealth
We have had a very high level of success with Language Line® and are proud to say we have never been unable to communicate with a debtor since enlisting their services nearly five years ago.

Disability Communication

For debtors with disabilities, Language Line offers a suite of IP (internet protocol) based services to enable audio, video and text communication for individuals who are deaf or who have limited English-speaking abilities. Premiere Credit has not encountered a need to engage this service, but is willing to explore it if the demand for this type of accommodation becomes apparent. TTD is available for communicating with hearing impaired debtors.

Reports
As a data driven organization, Premiere Credit has the ability to satisfy all of the reporting needs required by the Commonwealth. Our IT and Client Services teams, consisting of more than 15 team members, work together to define, construct and run the various reports to meet the ongoing requirements of the Commonwealth. Our collection platform allows us the ability to provide, using automation and scheduling, a broad range of standard and customized reports including inventory (open and closed), payment transaction history, productivity and batch performance, as well as custom reports upon request.

Frequent and routine client reports can be provide online via our secure client website. Additionally, we can provide Commonwealth personnel with direct access to view payment information, debtor account notes, and other important account details online. Custom reports are available upon request, and can typically be created within less than 48 hours.



	Customized Ad Hoc Reporting

Premiere Credit has the ability and staffing to create any ad hoc reports requested by the Commonwealth. Examples of some of the ad hoc reports we routinely produce are:

· Contact rate

· Calls per account

· Average payment size

· Payment-in-full/ Partial payment arrangement ratios

· Payment amount per contract ($)

· Batch placement tracking

· Batch and aggregate liquidation rates

Report Integrity

Configuration reviews and audits provide a mechanism for periodically reviewing the configuration management (CM) processes and their outputs. Regular reviews on CM processes provide valuable information that may be used to address issues prior to CM audits. Audits are a formal review of the configuration control processes or those conducted by external parties.
The CM Manager periodically conducts reviews of the CM the configuration control process. The goal of these reviews is to ensure that the configuration control process is being followed. Periodic reviews ensure the integrity and completeness of the CM process. The CM Manager will report any findings from a review to the Executive Team along with any recommendations for changes required to correct any discrepancies found during the review.

Internal audits are conducted by the CM Manager and the Internal Compliance Department, led by 25-year industry veteran, Kathy Leatherbury. Internal audits ensure that the processes and process records defined for a project are consistently executed and maintained. The CM manager conducts two specific configuration audits as part of the system’s configuration control process. They are the Functional and Physical Configuration Audits. The Quality Assurance organization conducts process audits not only on the CM functions and processes but also the systems development, verification and validation, and project management processes for the FACS. An audit is not complete until all findings identified during the course of the audit have been resolved. As a component of the quality assurance process, configuration audits are subject to a FACS’s Quality Assurance Review.
External audits are conducted by a representative from outside the organization overseeing the system. External audits provide independent verification and validation that the processes, process records, and artifacts for a system are consistently developed, executed, and maintained. Upon approval, the CM manager will provide the auditor with the requested information. Any findings from the audit are documented and reviewed. An audit action plan is developed that will list the audit issues found, an audit issue number for tracking and recommendations for resolving those issues.
Account Retention

At Premiere Credit it is our policy to develop customized account retention schedules which will enable us to meet the goals of each individual client. We routinely provide collection services for clients who place

accounts between with us for periods of six months or longer. The majority of our clients observe a 12-month close and return schedule as it has been shown to provide optimal time to contact debtors and resolve accounts effectively.


	RFR RESPONSE PART D – REQUIRED ATTACHMENTS

	All Required Response attachments are listed in the “Forms and Terms” tab for this RFR on Comm-PASS. The Attachments do not have to be submitted in any specific order. 
Certificate of Good Standing Department of Revenue
Please be advised that any Bidder selected for a contract must obtain a Certificate of Good Standing from the Department of Revenue as part of Contract Execution. Additional Information about this Certificate may be found at: https://wfb.dor.state.ma.us/webfile/Certificate/Public/WebForms/Help/LearnMore.aspx and http://www.dor.state.ma.us/rul_reg/AdminProcedure/AP613.htm. 
Division of Banks Certification

Bidders must provide proof of good standing with Division of Banks certification. 



Premiere Credit understands and agrees. Proof of good standing has been submitted as part of this proposal.

DESIGNATION OF LAW FIRMS FOR DEBT COLLECTION SERVICES
Legal Services Special Assistant Attorney General Nomination Form As part of the RFR, the Bidder must identify the person, persons or firm that will serve as legal counsel(s) for the Authorized Collection Agency for debt collection legal services in the event the Office of the Comptroller (CTR) determines that legal services will be included as part of debt collection services under the Statewide Contract. SAAGs may be a staff person of the Authorized Collection Agency or a subcontractor to said agency. The Attorney General's Office (AGO) shall have the right to review the information contained in the Legal Services Attorney Nomination Form and shall have the sole discretion to approve and designate SAAGs. The AGO may conduct whatever investigation or background checks, including reference checks as deemed necessary. Authorized SAAGs will be subject to supervision by a client Department's legal counsel and the Attorney General's Office. The AGO shall not unreasonably withhold approval of a proposed SAAG, but any failure by the AGO to approve a proposed SAAG shall not relieve an Authorized Collection Agency from full compliance with the Statewide Contract. SAAGs may not separately bill Departments for legal services related to the Statewide Contract. Departments that approve legal services are responsible only for the contingent fee designated for legal services for amounts actually collected. 

If during the course of the Statewide Contract, the Authorized Collection Agency wishes to change the SAAG designation, this form must be resubmitted to the Office of the Comptroller to Lillian Bennett from the Revenue Bureau for review and must be approved by the AGO, prior to the effective date of such change in designation.

	Debt Collection Agency Name:
	Premiere Credit of North America, LLC

	Name of Proposed SAAG: 
	John F. White, Esq.

	Name of Firm: 
	Lipman & White

	Address: 
	171 Rockland Street, Ste. 201, Hanover, MA 02339

	Telephone/Fax: 
	(781) 924-5678

	E-Mail: 
	jwhite@lipmanwhite.com

	Qualifications for Appointment:
	Massachusetts licensed and practicing attorneys for the past 20 years. Owners have 40 years of combined experience practicing law in the Commonwealth. Firm has been a partner of Premiere Credit’s affiliate company, ECMC, since 1999. 

	Financial Terms of the Bidder's agreement relative to legal services with the proposed (SAAG).
	Contingency fee based on final contract awarded by the Commonwealth.
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SAAG Approval or Disapproval: (For use of the Office of the Attorney General (AGO). Please leave blank):

[image: image22.jpg]Non-NYC Resident Message

This message is for [insert consumer name]. If we have called the wrong number for this person, please call
us back at [insert Premiere Credit number] to remove your phone number from our system. If you are not

[insert consumer name], please hang up now.

1 SECOND PAUSE (say one-one thousand in your head)

By continuing to listen to this message, you acknowledge that you are [insert consumer name] and that this

message contains personal and private information, so please listen to this message in private.

1 SECOND PAUSE (say one-one thousand in your head)

My name is [insert your name] and | am employed by Premiere Credit, a debt collector. This is an attempt to
collect a debt and any information obtained will be used for that purpose. [insert client name] has retained our
services to collect a debt, which we were told you owe. Please return my call at [insert number], [ext] with
reference number [insert] .



[image: image23.jpg]NYC Resident Message

This message is for [insert consumer name]. If we have called the wrong number for this person, please call
us back at [insert Premiere’s number] to remove your phone number from our system. If you are not [insert

consumer hame], please hang up now.

1 SECOND PAUSE (say one-one thousand in your head)

By continuing to listen to this message, you acknowledge that you are [insert consumer name] and that this

message contains personal and private information, so please listen to this message in private.

1 SECOND PAUSE (say one-one thousand in your head)

My name is [insert your name] and | am employed by Premiere Credit, a debt collector. This is an attempt to
collect a debt and any information obtained will be used for that purpose. [insert client name] has retained our
services to collect a debt in the amount of $ [insert total due], which was made by [insert original creditor].

Please return my call at [insert number], [ext] with reference number [insert].



LEGAL COUNSEL TO THE ATTORNEY GENERAL.



Date
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THE FOLLOWING COSTS HAVE BEEN UPDATED AFTER A BEST AND FINAL OFFER.  PLEASE REFER TO THE SEPARATELY POSTED COST SHEETS ON THE VENDOR PAGE FOR THIS CONTRACTOR ON www.comm-pass.com for PRF55DesignatedOSC.
	RFR RESPONSE PART E - COST RESPONSE

	Bidders must provide the Total Percentage fee for each fiscal year of the contract. The Bidder may not separately bill for time and materials travel or other out of pocket expenses. Bidders may not charge debtors convenience fees or other charges for paying by electronic payments, as all costs associated with collections must be included in the contingent fee which is added to the debt when collected. 


Contingent Fee Schedule for Debt Collection Services

	FIRST REFERRALS


	Option 1

W/O Legal Services
	Option 1

W/O Legal Services
	Option 1

W/O Legal Services
	Option 1

W/O Legal Services

	DOLLAR VALUE


	$1-$20,000


	Greater than $20,000
	$1-$20,000


	Greater than $20,000

	AGE OF DEBT


	Current Year to 5 years old


	Current Year to 5 years old
	Greater than 5 years old
	Greater than 5 years old

	Fiscal Year 12-2013
	21%
	16%
	24%
	19%

	Fiscal Year 2014
	21%
	16%
	24%
	19%

	Fiscal Year 2015
	21%
	16%
	24%
	19%

	SECONDARY REFERRALS
	
	
	
	

	Fiscal Year 12-2013
	26%
	18%
	30%
	23%

	Fiscal Year 2014
	26%
	18%
	30%
	23%

	Fiscal Year 2015
	30%
	28%
	33%
	28%


	FIRST REFERRALS


	Option 2

With Legal Services
	Option 2 With Legal Services
	Option 2 With Legal Services
	Option 2 With Legal Services

	DOLLAR VALUE


	$1-$20,000


	Greater than $20,000
	$1-$20,000


	Greater than $20,000

	AGE OF DEBT


	Current Year to 5 years old
	Current Year to 5 years old
	Greater than 5 years old
	Greater than 5 years old

	Fiscal Year 12-2013
	25%
	22%
	25%
	22%

	Fiscal Year 2014
	28%
	25%
	26%
	25%

	Fiscal Year 2015
	28%
	25%
	26%
	25%

	SECONDARY REFERRALS
	
	
	
	

	Fiscal Year 12-2013
	30%
	28%
	33%
	28%

	Fiscal Year 2014
	35%
	32%
	40%
	40%

	Fiscal Year 2015
	35%
	32%
	40%
	40%


	In the following section, identify other alternative or available options for pricing that may be more cost effective to the Commonwealth for performing the required debt collection services. Identify detailed methods and pricing for any other debt collection models or alternatives for pricing debt collection services and why these alternatives provide a better alternative or best value to Eligible Entities. Describe in detail all aspects of these methods and a step by step process of how these methods would be implemented and what requirements are necessary to support these methods. Identify how pricing models and percentages will change if a lower number of Bidders is selected.
Provide a proposal of the best pricing model for use by the various types of Eligible Entities. Identify why this model is in best interests of the Commonwealth and why the Bidder’s model provides the most competitive option in comparison with other debt collection agencies. 

	ANSWER:  Premiere Credit has supplied favorable rates and fees as part of RFR Part E, Cost Response.



Premiere Credit of North America, LLC
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