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SPECIFICATIONS 
 

 
1. PURPOSE AND SCOPE:  The West Virginia Purchasing Division is requesting bids for a 

statewide, open-end Contract for Debt Collection for all West Virginia State Agencies and 
political subdivisions. 
 
West Virginia State Code §14-1-18A empowers the Secretary of the Department of 
Administration to collect, or cause to be collected, debts and claims due to the State of West 
Virginia and/or its spending units. Any changes made in the law will be communicated to the 
successful vendor(s) by the Purchasing Division of the Department of Administration and 
made a part of the contract. All collections must be in accordance with West Virginia State 
Code Chapter 45A, West Virginia Consumer Credit and Protection Act, and Chapter 46A-2-
122-129 (attached as Exhibit A); along with any Federal law that may preempt the West 
Virginia Consumer Credit and Protection Act.  
 
 

2. DEFINITIONS:  The terms listed below shall have the meanings assigned to them below.  
Additional definitions can be found in section 2 of the General Terms and Conditions. 

 
2.1 “Contract Services” means debt collection services, as specified below. 

 
2.2 “Pricing Page” means the pages upon which Vendor should list its proposed price 

for the Contract Services.  The Pricing Page is either included on the last page of this 
CRFQ or attached hereto as Exhibit C.  

 
2.3 “CRFQ” means the official request for quotation published by the Purchasing 

Division and identified as CRFQ 0212 SWC1500000005. 
 
2.4 “Primary Placement” is an account that has never been placed with another 

collection company or collection attorney.  
 
2.5 “Second Placement” is an account that another collection company or collection 

attorney has previously tried to collect and failed.  
 

 
1. QUALIFICATIONS:  Vendor shall have the following minimum qualifications: 

 
1.1.  The collection agency must be a full service agency and have the ability to 

handle several classifications of accounts, including educational, medical, and 
any other account assigned to it. A minimum of 22 state spending units have 
indicated to the Purchasing Division that they anticipate the utilization of 
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collection services. Other State Agencies may elect to use the collection 
services provided by the successful bidders.  
 
These spending units are –  

1.1.1. Marshall University – Huntington, WV  
1.1.2. West Virginia State University – Institute, WV  
1.1.3. Shepherd College – Shepherdstown, WV  
1.1.4. West Liberty State College – West Liberty, WV  
1.1.5. Bluefield State College – Bluefield, WV  
1.1.6. Glenville State College – Glenville, WV  
1.1.7. Concord College – Athens, WV  
1.1.8. West Virginia Northern Community College – Wheeling, WV  
1.1.9. West Virginia Graduate College – Institute, WV  
1.1.10. Potomac State College – Keyser, WV  
1.1.11. WV  University Institute of Technology – Montgomery, WV  
1.1.12. WV School of Osteopathic Medicine – Lewisburg, WV  
1.1.13. West Virginia University – Morgantown, WV  
1.1.14. Fairmont State College – Fairmont, WV  
1.1.15. Southern West Virginia Community College – Logan, WV  
1.1.16. West Virginia Division of Highways – Charleston, WV  
1.1.17. West Virginia Department of Transportation – Charleston, WV  
1.1.18. West Virginia Dept. of Health and Human Resources – 

Charleston, WV  
1.1.19. West Virginia Dept. of Tax and Revenue – Charleston, WV  
1.1.20. Barboursville Veterans Home – Barboursville, WV  
1.1.21. WV Workers’ Compensation – Charleston, WV  
1.1.22. WV Division of Environmental Protection – Charleston, WV  

 
1.2. Out-of-State Collection Agencies: Out-of-state collection agencies without 

an office in the State of West Virginia are restricted to contacting residents of 
this State for the collection of debts by letters and telephone calls. Prior to 
award the successful bidder is required to designate to the Tax Commissioner 
a resident agent (name, address and phone number) upon whom notices, 
orders or other communications may be served and upon whom process may 
be served. West Virginia Secretary of State may be designated as the resident 
agent for service process pursuant to West Virginia State Code §56-3-33, 
attached as Exhibit B. 
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2. MANDATORY REQUIREMENTS: 
 

4.1 Mandatory Contract Services Requirements and Deliverables:  Contract Services 
must meet or exceed the mandatory requirements listed below.  

4.1.1 Vendor must attempt to collect debts on behalf of the State of West Virginia 
and/or its spending units. 

Premiere Credit agrees to attempt to collect debts on behalf of the State of 
West Virginia and/or its spending units.  

 
4.1.2 The Department of Administration reserves the right to request an 

examination or audit of any or all records relating to matters covered 
by this contract. All records must be kept a minimum of six (6) years 
by the vendor.  
 

Premiere Credit agrees to comply with any request for examination or 
audit of any or all records relating to matters covered by this contract. 
All records will be kept a minimum of six years.  

 
4.1.3 In accordance with national direct student loan guidelines, all fees 

charged against student loan accounts will apply only to the original 
principal and interest owed by the debtor, excluding any added 
collection costs.   
 

Premiere Credit agrees that all fees charged against student loan 
accounts will apply only to the original principal and interest owed by 
the debtor, excluding any added collection costs.  

 
4.1.4 Placements (Both Primary Placement and Secondary Placement)  

 
4.1.4.1 The vendor(s) must have the ability to handle several account 

classifications of accounts separately, in order to provide the spending 
unit with information on the collection performance for each class of 
accounts.  

Premiere Credit has the ability to handle several account classifications of 
accounts separately, in order to provide the spending unit with information on 
the collection performance for each class of accounts.   

4.1.4.2 By West Virginia State law, a spending unit must attempt to collect a 
claim for three (3) months before a claim can be placed with a 
collection agency. 
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Premiere Credit agrees to comply.  

4.1.4.3 Upon Placement of an account with a collection agency, the spending 
unit will forward a letter of transmittal to the collection agency in its 
designated area. These transmittals will contain the following –  

4.1.4.3.1 Type of Account and description of service  
4.1.4.3.2 Name of whom the claim is made against  
4.1.4.3.3 Address, including zip code  
4.1.4.3.4 Balance Due  
4.1.4.3.5 Date of Service or age of account  
4.1.4.3.6 Telephone number (Optional)  
4.1.4.3.7 Previous collection reports received on individual 

accounts when available  
4.1.4.3.8 Any other information deemed important by the 

spending unit.  

Premiere Credit agrees to the above requirements.  

4.1.4.4 The collection agency will have a minimum of 180 calendar days to 
attempt to collect debts. Upon expiration of 180 calendar days, the 
collection agency will transfer all uncollected debts back to the 
originating spending unit. Collection agencies are not required to 
transfers accounts back to the spending unit on which payments are still 
being received at the end of the 180 day period or that are in dispute or 
nearing settlement, however all accounts not paid in full at the end of 
two (2) years, inclusive of the 180 day period, will be referred back to 
the originating spending unit unless exempted by the Secretary of 
Administration. When returning a claim, the collection agency must 
submit a completed litigation referral form.  

Premiere Credit will attempt to collect debts for at least 180 calendar days. 
Upon expiration of the 180 days, Premiere will transfer all uncollected debts 
back to the originating spending unit, unless the payments are still being 
received at the end of the 180 day period or they are in dispute or nearing 
settlement. All accounts not paid in full at the end of two years will be referred 
back to the originating spending unit unless exempted by the Secretary of 
Administration. When returning a claim, Premiere Credit will submit a 
completed litigation referral form.  

4.1.4.5 The vendor will implement collection procedures and attempt to 
achieve maximum recovery from debtors. These procedures will 
include at least 2 monthly telephone calls and 1 monthly letter. 
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Procedures will also include direct mailing efforts and skip tracing 
procedures when the address is identified as undeliverable by the post 
office.   

Premiere Credit will implement collection procedures and attempt to achieve 
maximum recovery from debtors. Premiere Credit will make at least 2 monthly 
telephone calls and 1 monthly letter. Premiere Credit will also include direct 
mailing efforts and skip tracing procedures when the address is identified as 
undeliverable by the post office  

4.1.5 Payments and Reporting  
 

4.1.5.1 The collection agency will forward all payments collected during any 
month by the 15th day of the following month to the originating 
spending unit accompanied by the report specified below. The 
collection effort will continue until an account is paid in full, except as 
otherwise restricted, until the spending unit desires collection efforts to 
be terminated, or until the 180 period has lapsed.  

Premiere Credit will forward all payments collected during any month by the 
15th day of the following month to the originating spending unit accompanied by 
the report specified below. The collection effort will continue until an account 
is paid in full, except as otherwise restricted, until the spending unit desires 
collection efforts to be terminated, or until the 180 period has lapsed.  

4.1.5.2 The collection agency must send a completed report to the spending 
unit on or before the 15th of every month for the preceding month, 
whether or not any payments were received.  

Premiere Credit will send a completed report to the spending unit on or before 
the 15th of every month for the preceding month, whether or not any payments 
were received.  

4.1.5.3 The following information must be included in each report by debtor in 
alphabetical order, by debtors surname:  

4.1.5.3.1 Debtor’s name(s) and social security number(s) or other 
identification number(s) as agreed upon by the spending 
unit and collection agency.  

4.1.5.3.2 Placement date of accounts  
4.1.5.3.3 Beginning amount to collect, additional amount 

authorized for collection, amounts previously collected, 
amounts collected for current month, total collections to 
date, and balance owed.  
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4.1.5.3.4 Amount(s) forwarded to spending unit and balance due 
to spending unit.  

4.1.5.3.5 Fees assessed, amount collected and balance due  
4.1.5.3.6 Reason for returned or closed accounts (if applicable)  
4.1.5.3.7 Remarks  
4.1.5.3.8 Percent of dollar amounts collected to date  
4.1.5.3.9 All collection agencies shall have the capacity to add 

accrued interest to applicable accounts on a monthly 
basis, this shall be included in the report  

All of the above information will be included in the each report by debtor in 
alphabetical order, by debtor surname.  

 
4.1.6 Litigation – Accounts that have not been collected by the collection 

agencies may be referred to the Attorney General’s Office for litigation. 
When returning a claim to the referring state spending unit, the collection 
agency must submit a completed litigation referral form which must contain 
all information requested.  
 

Premiere Credit agrees to comply.  

 
4.1.7 HIPPA Any Collection Agency doing business with any State Agency that 

is bound by the Health Insurance Portability and Accountability Act of 1996 
(HIPAA) must sign the attached agreement and return prior to award of bid. 

 
Premiere Credit agrees to comply.   

 
 

3. CONTRACT AWARD: 
 
5.1 Contract Award:  The Contract is intended to provide Agency with a 

purchase price for the Contract Services.  If it is in the best interest of the 
state, the contract will be a progressive award with multiple vendors. Award 
will be made for low bid percentage to high percentage and usage will be in 
the same manner, per line item. If the low bid cannot provide the needs for the 
Facility at the requested time, the second low bid will be contacted. We will 
allow 48 hours for vendor to determine if they will be able to meet our needs. 
 

5.2 Pricing Page:  Vendor should complete the Pricing Page. The fees stated on 
the cost proposal must be wholly contingent on collection. Cost proposals 
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must be bid in the form of percentage rates, as a percentage of collections. 
Price shall be a straight overall percentage. The quoted fees in the bid 
proposal shall be all inclusive and shall include all expenses to be incurred in 
connection with the services to be performed. Vendor should complete the 
Pricing Page in full as failure to complete the Pricing Page in its entirety may 
result in Vendor’s bid being disqualified.     

 
Vendor should type or electronically enter the information into the Pricing 
Page to prevent errors in the evaluation.   

 
 
4. PERFORMANCE:  Vendor and Agency shall agree upon a schedule for performance of 

Contract Services and Contract Services Deliverables, unless such a schedule is already 
included herein by Agency.  In the event that this Contract is designated as an open-end 
contract, Vendor shall perform in accordance with the release orders that may be issued 
against this Contract.        

 
5. PAYMENT:  Upon payment to the spending unit of all sums collected on behalf of the 

spending unit by the collection agency, the collection agency will invoice the spending unit 
for the fee assessed. Compensation will be paid only if the debtor pays all or a portion of the 
account due.  The collection agency is prohibited from retaining its fee from the amount 
collected on behalf of the State. Furthermore, fess assessed by the collection agency for 
collecting a claim shall never exceed the fee specified in the purchase order issued by the 
Purchasing Division of the Department of Administration, or the amount specified by law. 
Agency shall pay for all Contract Services performed and accepted under this Contract.  
Vendor shall accept payment in accordance with the payment procedures of the State of West 
Virginia.  
 

6. TRAVEL:  Vendor shall be responsible for all mileage and travel costs, including travel 
time, associated with performance of this Contract.  Any anticipated mileage or travel costs 
may be included in the flat fee or hourly rate listed on Vendor’s bid, but such costs will not 
be paid by the Agency separately.     
 

7. FACILITIES ACCESS:  Performance of Contract Services may require access 
cards and/or keys to gain entrance to Agency’s facilities.  In the event that access 
cards and/or keys are required: 
 

7.1. Vendor must identify principal service personnel which will be issued access 
cards and/or keys to perform service.   
 

7.2. Vendor will be responsible for controlling cards and keys and will pay 
replacement fee, if the cards or keys become lost or stolen.   
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7.3. Vendor shall notify Agency immediately of any lost, stolen, or missing card or 
key.   
 

7.4. Anyone performing under this Contract will be subject to Agency’s security 
protocol and procedures. 
 

7.5. Vendor shall inform all staff of Agency’s security protocol and procedures.   
 

 
8. VENDOR DEFAULT: 

 
8.1. The following shall be considered a vendor default under this Contract. 

 
8.1.1. Failure to perform Contract Services in accordance with the requirements 

contained herein. 
 
8.1.2. Failure to comply with other specifications and requirements contained 

herein. 
 
8.1.3. Failure to comply with any laws, rules, and ordinances applicable to the 

Contract Services provided under this Contract. 
 
8.1.4. Failure to remedy deficient performance upon request. 

 
8.2. The following remedies shall be available to Agency upon default. 

 
8.2.1. Immediate cancellation of the Contract. 
8.2.2. Immediate cancellation of one or more release orders issued under this 

Contract. 
8.2.3. Any other remedies available in law or equity. 

 
 

9. MISCELLANEOUS:  
 

9.1. Contract Manager:  During its performance of this Contract, Vendor must 
designate and maintain a primary contract manager responsible for overseeing 
Vendor’s responsibilities under this Contract.  The Contract manager must be 
available during normal business hours to address any customer service or other 
issues related to this Contract.  Vendor should list its Contract manager and his or 
her contact information below. 

 
Contract Manager: Chris Johnson  
Telephone Number:  317-375-6585 
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Fax Number:  317-972-6558 
Email Address:  cjohnson1@premierecredit.com 
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Executive Summary 
 
Premiere Credit of North America, LLC (Premiere Credit) is a leading national accounts receivable 
management (ARM) firm successfully managing more than 1 million accounts, valued at nearly $14billion. 
 
Our diversified portfolio of debt asset classes includes: 
 
 Taxes 

 Toll road collections  

 State guaranty agencies 

 College and university tuition and accounts receivable 

 Federal student loans 

 Medical and pharmaceutical 

 Private student loans 

 State and local government 

 Utilities 

 
Our broad range of experience in the ARM industry has taken us from a staff of two in 1999 to nearly 600 
employees today. Premiere Credit is well positioned for continued strategic growth. We have the financial 
strength and ARM expertise to continue to move the company forward and innovate in order to best serve 
our clients.  
 
We leverage the extensive industry experience of our management team—comprised of individuals from 
20 different ARM companies and four former collection agency presidents —to develop progressive and 
effective collection practices. Premiere Credit is viewed as a leader in compliant and ethical collection 
practices, and as such, current clients. Prospective clients as well as our colleagues, seek us out as a 
trusted source for industry knowledge. 
 
Driven to perform 
Our commitments to perform at the highest levels in all areas of our business and generate excellent 
recovery results, sets us apart in the ARM industry. 
 

Performance attributes 
Ethical - Performing ethically is of the utmost importance to our organization and is the foundation of all 
operations. 
 
Results-driven - Producing results that exceed our clients’ expectations through the use of predictive 
analytics and customized recovery plans is the fuel for our motivation and business success. 
 
Security-focused - Protecting account holders’ personal data is a priority and we employ rigorous data 
and physical security controls. 
 
Compliant - Ensuring compliance with all federal, state and local laws and regulations, client 
requirements, contracts and licensure requirements is paramount and we infuse this into our culture. 
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Benefits for Clients 
 

Collection System 
Premiere Credit uses Ontario Systems’ Flexible Automated Collections System (FACS) as its core 
collection system. FACS is a robust collection platform, which enables: 
 
 Customized and consistent methods of collection 

 Data security 

 Monitoring of all written and telephone contact 

 Telecommunication functionality 

 
Dedicated Recovery Team 
Customer-centric, knowledgeable receivable professionals managing your accounts: 
 
 Industry leading analytics and account scoring 

 Dedicated team lead and collection staff 

 Dedicated client service manager and client service representative 

 Dedicated management team with experience managing education portfolios 

 Diverse asset class management experience 

 
Client Services 
 24/7 contact information for all senior and executive management 

 Streamlined communication and timely follow-up with requests 

 Complete understanding of your recovery objectives 

 Continuous review of existing processes for new methods of automation and improvement 

 Requests for custom reports are typically fulfilled in less than 48 hours 

 
Reporting 
Customized to meet your needs, including: 
 

 Average payment size 

 Batch and aggregate liquidation rates 

 Batch tracking 

 Calls per account 

 Contact rate 

 Payment amount per contract ($) 

 Payment-in-full / Settlement-in-full / Partial payment arrangement ratios 
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Insurance Coverage 
 
Premiere maintains insurance and bonding coverage sufficient to meet its business needs and 
contractual requirements, as shown in the table below. Premiere will provide insurance certificates that 
meet your specific insurance coverage requirements and show West Virginia as the certificate holder and 
additional insured under its policies. 
 
Additional coverage can be obtained to meet contract requirements. Premiere Credit will provide 
evidence of insurance on any schedule requested during the period covered by our contract with West 
Virginia. 
 

 
Collection Work Plan 
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 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 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 your 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 client 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.  
 

Table 1. Insurance Coverage Limits   
Type of Insurance Per Occurrence Aggregate 
General Liability $1,000,000 $2,000,000 
Workers Compensation and Employers Liability $500,000 $500,000 
Umbrella Liability $10,000,000 $10,000,000 
Professional Liability $5,000,000 $5,000,000 
Excess Professional Liability $10,000,000 $10,000,000 
Employee Dishonesty $3,000,000 $3,000,000 
Cyber Security $10,000,000 $10,000,000 
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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 consumers 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. 
 

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 consumer provides an itemized accounting of the debt owed 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 consumer’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 consumer 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 a tone of respect while conveying the 
right degree of urgency necessary to elicit payment. 
 
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 consumers. Every 
account with a verified address will receive a collection letter attempt and future letters are mailed based 
on the consumer’s response (i.e., dispute, payment, refusal to pay) to the first letter. 
 
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 consumers 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. 
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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 verification. Written collection efforts vary depending on debt 
type and client requirements. 
 

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 date and time when a call is placed. When speaking with each consumer, 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 consumer 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. Additionally, we provide your staff with online access to review collection activities 
at their convenience. 
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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 client-specific needs. Account 
representatives may also use free form comments to enter notes regarding the success of their 
interaction with consumers. This information is presented in real-time via our secure, online web portal, 
FACSWEB. 
 

Skip Tracing 
Premiere Credit’s innovative skip trace-scoring model has, in part, created our success as a national 
collection leader on behalf of our clients. As accounts are loaded to the system, they are evaluated and 
grouped according to criteria formulated to establish leads quickly. As new information is obtained it will 
be communicated in a format compatible with your account management system. 
 
Establishing Contact 
For accounts without verified contact information, Premiere Credit utilizes the nation’s leading data 
collection warehouses in an effort to locate consumers, verify employment and income, and shorten the 
collection cycle. We have relationships with, among others:  
 
 Accurint by LexisNexis® (accurint.com)  

 CoreLogic’s Teletrack (corelogic.com)  

 The Work Number® (theworknumber.com)  

 
Upon placement, accounts with accurate contact information are matched against data warehouse 
sources. The system quickly sends accounts with new matches to account representatives, who then 
begin recovery efforts. Account representatives also have access to all major credit reporting agencies in 
the United States, such as Experian (experian.com). 
 
If these standard resources do not return verifiable contact information, our team will turn to secondary 
research tactics in attempt to locate contact information. Online resources such as google.com, 
whitepages.com, Facebook, MySpace, and LinkedIn prove to be effective in locating contact information. 
 
Expanded Waterfall 
In the world of collection skip tracing, many agencies refer to a “waterfall” method of locating consumers, 
which describes the order they use to pursue contact information. However, not all waterfalls are created 
equal. Many factors must be considered to evaluate a waterfall process properly. For example: 
 
 When will your accounts be sent to a data warehouse? 

 How many different warehouse sources are utilized? 

 How many times will the account be matched against the data warehouse 

 If multiple contacts are generated for a single consumer, is the collection platform equipped to put the 
information to use immediately? 

 
Premiere Credit takes a better approach to waterfall skip tracing: 
 We send your accounts to a secure data warehouse within 24 hours of placement. Each day, as your 

accounts age, their collectability decreases. We take a more comprehensive - and value-added - 
approach to obtain contact information as soon as possible. Time is crucial when collecting past due 
accounts. 

 We use 10 different data resources in an attempt to locate contact information. 

 Premiere Credit’s non-paying accounts remain matched with data warehouses throughout our contract 
period to ensure that new information is forwarded to us as soon as it becomes available. 
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 Our collection platform, FACS, is equipped to handle large amounts consumer contact information. This 
improves our contact rate and productivity by reducing much of the manual work required to update 
phone numbers and addresses in the system. 

To ensure thorough and aggressive searches to locate and collect on your receivables, our collection 
managers continuously monitor accounts while they are held in a location disposition on FACS. Our team 
works tirelessly to identify new and different sources for obtaining good contact information. We 
continually test new data providers to ensure our data information resources are producing the best 
results available. 
 
Technology 
Premiere Credit’s Information Technology (IT) Application Development Team has more than 100 years 
of combined experience in collection industry software and practice spanning various industry asset 
classes such as student loans, government tax revenue, credit card and medical collections. 
Understanding that utilization of the collection application is key to our clients’ success; our team 
continually focuses on two primary objectives. 
 
First, the collection application should remain fully functional supporting our clients’ 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%. 
 
Second, the IT team is focused on the security of our clients’ 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. 
 
Our IT team is ready to serve and provide best in class software solutions to ensure we are successful in 
maximizing your returns on the accounts receivables that you entrust us to manage. 
 

Collection Software 
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 in today’s collections industry. 
Premiere Credit currently has more than 600 users on this platform. Because of our large employee base, 
we adhere to a strict software development methodology (SDLC). As upgrades to the system become 
available, we test all software independently and implement it only after the tests are completed to our full 
satisfaction. 
 

Current Portfolio Statistics 
Premiere Credit assists in garnishment efforts on behalf of many of its clients and has for the past 14 
years. Extending the same services to West Virginia will be simple and seamless. When standard 
collection efforts have failed, debtors with demonstrated assets and documented refusal to pay account 
are ideal candidates for this approach. These accounts will be presented to West Virginia for review and 
approval prior to initiating any action. 
As a performance driven organization, Premiere Credit tracks the progress of the following on a daily 
basis: 

 Each collector 

 Each unit manager and his/her team 

 Each senior collection manager and his/her team 

 Each director and his/her teams 

 Each client portfolio individually and as compared to similar portfolios 
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Performance reports are the mainstay of our business. We track all manner of activity including calls 
made, collection results, compliance with contract and recovery goals, etc. Results are reviewed internally 
and shared with clients as requested to demonstrate the effort and success of our effort on their behalf. 
Premiere Credit is one of the largest, most successful agencies collecting debt on behalf of government 
clients such as West Virginal. Additionally, we have had a very successful, long-term relationship with the 
Alaska Commission on Post Secondary Education, affording us direct experience connecting with 
Alaskan residents. 
 

Recording and Reporting Funds 
Premiere Credit utilizes state-of-the-art technology and carefully refined physical procedures for the 
secure recording proper account balances, posting payments and reporting of funds.  
 
This process begins with highly trained mailroom technicians open each mail item while positioned 
directly below a security camera that records the contents of each envelope. All inbound mail is routed 
directly to a restricted-access room for processing, with all actions monitored by continuous video 
surveillance to prevent malfeasance and create a searchable video record for verification. When a 
package is received and there is no correspondence or blank correspondence inside, the mailroom 
technician presents the material to the camera to document the event. Premiere Credit will document the 
consumer’s account and alert the Compliance and Licensing Department, who will contact the consumer. 
 
Payment Posting 
Opened and documented payments are transferred securely to the payment processing team. All 
payments are processed and posted on site in our secure payment processing facility, located at our 
corporate headquarters in Indianapolis, Indiana. The payment posting team divides payments by type and 
payments are posted and logged the same day as received. 
 
Payment posting specialists locate the account and verify the name, address, and unique consumer ID 
(SSN, date of birth, or Premiere Credit account identification number) to ensure that funds are applied to 
the correct account. Payments for the same consumer with multiple accounts are applied as required. 
 
Payment Allocation 
Payments are posted using FACS, allowing for flexibility in the allocation of consumer payments. 
Payments can be divided based on a specific order, percentage, or other sequence as requested by our 
clients. FACS Payment Application Sequence has nine unique balance categories to store separate 
components of the consumer’s outstanding balance amount: 
 
 Court costs 

 Principal 

 Interest 

 List 3 (client specific balance, for example late fees or collection costs) 

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

 Agency Interest 

 Attorney Fees 

 Miscellaneous 1 (client-specific balance)  

 Post Judgment interest 



 

 
 
 

State of West Virginia SWC150000006    I   11 

 
Once posted to the system, payments are balanced in two ways to ensure accuracy: 
 
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 consumer’s 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 deposited electronically to the trust account 

 Damaged checks are placed in a locking bank bag, which 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. FACS is backed up daily. Our bank provides CDs of all checks, which we store in 
a fireproof safe for added security. 
 
Once posted to FACS, transactions are loaded to a file for exchange via your preferred exchange 
method. Using FACS, the Premiere Credit IT team provides a consistent, structured data file that is 
compatible with each users file exchange process for payment transactions, and this will queue the 
appropriate remittance statements. 
 
 
Premiere Credit has complied. Please see page 5 for an overview of our Collection Work Plan and page 6 
for information regarding mail efforts. Account representatives are available to assist debtors across the 
country from 8 a.m. to 7 p.m. AST, Monday through Friday and 8 a.m. to 12 p.m. EST on Saturday. 

 

Phone Attempts 
Our representatives are skilled professionals who are trained to assist each consumer resolve their 
outstanding accounts while maintaining compliance with the TCPA. 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 consumer, 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 our clients and their consumers, 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 
consumer. 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 
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Increased Productivity 
Our collection software, 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. We use Automatic Number Identification (ANI) to route inbound calls based on 
client-specific toll free numbers, performs automated account searches and screens inbound calls.  
The contact platform in FACS eliminates time spent dialing phone numbers and reduces downtime 
between calls. The contact platform 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 and have been helpful in resolving complaints and 
demonstrating our responsible collection techniques. 
 
Premiere Credit offers both clients and consumers the latest in technological advances for business 
operations. Clients may take advantage of our online account management system to place accounts, 
review account information and to communicate with our client services team regarding ongoing portfolio 
management. Likewise, consumers may reach our Ombudsman via our website, make online payments 
via our secure web portal and update important demographic information.  
 
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. 
 
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. 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.  
 
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. 
 
Premiere Credit is committed to providing its clients with superior service in all aspects of our business 
relationship. Account representatives are incented to adhere to client preferences for handing calls. 
Those who do not maintain compliance with client standards are counseled through Premiere Credit’s 
progressive disciplinary process. Customer service complaints are elevated to client contact personnel 
according to contract requirements. 
 
Premiere Credit has created systematic methods to report, track and respond to Consumer Financial 
Protection Bureau (CFPB) inquires as well as to written and verbal consumer inquiries and all other forms 
of communication from and regarding consumers. We have centralized our customer satisfaction 
department under the Director of Compliance and Licensing and currently have a Manager of Customer 
Satisfaction and three full time staff members devoted completely to researching and responding to 
consumer inquiries, regardless of how the inquiries are received.   
 
All written communications from consumer's or in regards to consumers are received by the Customer 
Satisfaction group who reviews the correspondence, the account notes and listens to our call recordings 
to obtain a full picture of what has occurred on the account.  Using this information, the Customer 
Satisfaction group drafts a response and notifies the Operational area of any training opportunities 
identified.  All phases of the process are tracked on account level and allows us to obtain detailed 
information regarding type and resolution of all consumer related correspondence. 
 

Consumer Complaint Resolution 
All conversations between consumers and Premiere Credit’s recovery staff are handled in a firm, yet 
sensitive, manner. We seek to professionally collect the past due receivable while maintaining a good 
relationship for future interactions between the consumer and West Virgina. It has been our experience 
that by applying an active listening strategy, we are able to resolve many disputes with consumers simply 
by confirming the nature of the debt, producing supporting documentation and serving as a liaison 
between our client and the consumer.  
 
Prevention 
To prevent complaints, Premiere credit takes a comprehensive approach which begins with screening 
applicants using strategic interview questions to assess general resolution skills. Cognitive and behavioral 
tests are administered to determine if the position and the candidate will ultimately be a strong match. 
Training new hires to clearly understand the acceptable methods Premiere Credit expects to be used 
when engaging consumers is also important. We work hard to communicate expectations and to 
continuously reinforce these expectations by linking evaluation and incentive rewards to meeting the 
goals of the company and our clients. 
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Weekly call monitoring and account history reviews of each representative’s work ensures compliance 
with federal, state, and local laws, as well as contract requirements. The Internal Compliance staff listens 
to three to five calls per representative, per week – nearly 40,000 communications annually. Premiere 
Credit responds to all correspondence from consumers and government entities. 
 
Complaints are tracked by the management team, from first notification through final resolution, according 
to individual client requirements. Reports are customized to fit client needs and are a secondary means of 
ensuring outcomes are addressed with clients, recovery staff, and the Training Department. 
 
Premiere Credit has complied. Premiere Credit understands the need to conduct business with stable, 
qualified agencies. We are proud of the solid financial position we consistently maintain and the 
substantial payroll contributions our business makes to the U.S. economy. 
 
Premiere Credit appreciates the importance of selecting a financially secure collection partner to conduct 
business on your behalf. A U.S.-based business since 1999, we are proud to present our financial history 
which represents the success story of two entrepreneurial founders who built a company which today 
employs more than 500 American citizens. 
 
Premiere Credit: 
 
 Is not indebted to the state of Alaska, 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 

 

Financial Controls 
Premiere Credit is audited annually 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 Premiere Credit’s audited financial statements. 
 
Premiere Credit employs financial controls similar to Sarbanes-Oxley (SOX) and all 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, our Compliance Department, Security Personnel, IT Department, and 
independent third parties to satisfy the requirements of PCI-DSS, FISMA and SSAE 16. Our Chief 
Financial Officer, Feroze Waheed, assumes personal responsibility for the thoroughness and accuracy of 
all financial information supplied with this proposal. 

In its efforts to stay ahead of the industry and provide a high level of assurance to its clients, Premiere 
Credit obtained a SSAE 16 SOC 1 Type 1 report (formerly known as SAS 70) on the Accounts 
Receivable Management system in place at Premiere Credit as of March 31, 2012. The examination, 
conducted by an independent third party, reported on the fairness of management’s description of 
Premiere Credit’s Accounts Receivable Management system, and confirmed that controls related to the 
control objectives stated in management’s description were suitably designed to achieve those control 
objectives. 

Premiere Credit has complied and agrees to adhere to all applicable federal, state and local laws and 
regulations governing debt collection activities. We have not historically tracked the length of time 
operating in each state. 
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Collection Qualifications 
Maintaining our business in compliance with the laws governing the accounts receivable management 
industry is of paramount importance to Premiere Credit. Premiere Credit is fully licensed in all states and 
districts which require such a license to collect on past due accounts. A List of Collection Qualifications 
held by Premiere Credit authorizing us to collect in other cities and states is presented on the next page.  
 

Licensing 
We have secured all bonds, certificates and licenses available to an accounts receivable management 
company for: 
 
 Our agency, its branches and all collectors and managers, where required 

 Each of the 50 states that require licensure 

 Puerto Rico and Guam 

 Localities including Washington, DC; Carson City, NV; Wilmington, DE; New York City and the City of 
Buffalo, NY  

For all of our account specialists, we: 
 
 Perform national background checks 

 Obtain licenses and/or register them as required by certain states (MN, NE, AR and ID) 

 

To ensure the completeness of this list, we employed the services of FormaLite Inc. to conduct a 
comprehensive collection qualification audit. During our most recent audit, FormaLite confirmed that 
Premiere Credit meets or exceeds the following requirements: 
 
 Current agency, branch and manager licensing in states and municipalities per each individual 

requirement 

 Holds bonding in accordance with each state and municipality per individual regulations 

 Holds current Foreign Authorization and/or Certificates of Authority in the required states 
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List of Collection Qualifications 
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List of Collection Qualifications 
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List of Collection Qualifications 
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Laws 
In addition to holding licenses to collect on debts in the U.S., Puerto Rico, and Guam, we routinely 
monitor for compliance with: 
 

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 
Department of Labor Service Contract Act 
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) Regulations 
Financial Services Modernization Act of 1999 (Gramm Leach Bliley Act - 
GLBA) 
Health Insurance Portability and Accountability Act of 1996 (HIPAA) 
NACHA - The Electronic Payments Association 
New York General Business Law §399 
Red Flags Rule as established by FTC’s Fair and Accurate Credit 
Transactions Act of 2003 
Regulation B 
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. 
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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Premiere Credit will perform all essential collection functions necessary for the services requested in this 
RFP. 
 
There are no professional or ethical conflicts that would interfere with our performance if awarded a 
contract by West Virginia.  

 
Firm’s Methodology and Approach 
Performance is measured according to the portfolio goals of each client, but generally is expressed as a 
total % of dollars recovered against the gross value of accounts placed with our agency. Collection fees 
and costs are assessed according to the terms and conditions of the consumer’s original agreement with 
West Virginia.  
 

Out of State Collection 
Maintaining a strong network of legal counsel across the United States enables Premiere Credit to act 
quickly and precisely when pursing judicial remedies. We thoroughly review the attorneys we select as 
partners prior to becoming part of our team. We confirm each counselor has met the necessary 
continuing education and professional development requirements to practice in their respective states. 
Attorneys selected to work with Premiere Credit must agree to uphold our strict standards and conduct all 
activities according to contract guidelines.  
 
For the ease of pursuing judicial remedies on behalf of our clients, we have established a national 
network of attorneys with expertise in bankruptcy and collections to pursue trial litigation when necessary. 
Premiere Credit conducts a thorough review of each attorney’s background and reputation before 
including them in our referral network. 
 
When a consumer refuses to resolve their account voluntarily and our representatives have identified 
assets which support the ability to pay, Premiere Credit will recommend the account for litigation. West 
Virginia will receive a Legal Authorization request via its preferred method (email, electronic file, hard 
copy) requesting formal authorization to pursue the debt via legal action.  
 
 

Litigation Services 
Engaging the services of Premiere Credit’s Legal Department is an effective way of resolving seriously 
past delinquent accounts. Legal recovery is an option for all clients and is only pursued with your express 
permission and approval. We have developed an efficient network of attorneys throughout the United 
States who are ready to enforce litigation on behalf of West Virginia. 
 
After all early 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 
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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 University’s intention to move forward with litigation 
if the debt is not resolved in a timely manner consistent with your procedures. 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 West Virginia 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. Network attorneys are hand-picked by Premiere Credit’s, 
Director of Operations to ensure they have the experience required to secure positive results on your 
behalf. Each counselor must demonstrate compliance with proper legal collection procedures and uphold 
strict legal due diligence standards when processing your accounts. 
 
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 West Virginia. 
 
Obtain the Judgment 
If the debtor doesn’t 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 West Virginia accounts as they progress through phases of legal recovery. 
 

Firm’s Personnel Qualifications 
Key Personnel  
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 you are 
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. 
 
The team listed here currently directs support for our government division. We will provide your personnel 
with 24-hour contact information for all managers, including executive management. Summary resume 
profiles for key management personnel are outlined in the following pages.  
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Key Management and Areas of Responsibility 

Name Title Years of 
Experience 

Education  

Rob Meck 
President & 
CEO 

29 
5 Years at 
Premiere  

Bachelor of Arts in Rhetoric Communications, University 
of Pittsburgh, Pittsburgh, PA 

Feroze Waheed 

Chief 
Financial 
Officer 

39 
3 Years at 
Premiere  

Bachelor of Arts in Econometrics, University of 
Birmingham, Birmingham, England, Masters of Business 
Administration in Finance, University of California Berkley 

Shane Archer 

Vice 
President, 
Operations 

19 
5 Years at 
Premiere  

Attended Purdue University with a focus in engineering 
and finance   

Harold Wickline 

Vice 
President, 
Operations 

42 
2 Years at 
Premiere  

Bachelor of Arts in Business Administration, University of 
North Carolina  

Chris Johnson 

Director, 
Government 
Operations 

13 
1 Years at 
Premiere 

Specialization in data trend analysis, profit and loss 
management and team leadership  

Brian Williams 
Corporate 
Controller 

26 
3 Years at 
Premiere  

Bachelor of Science in Business Administration, Magna 
Cum Laude, Sonoma State University, Rohnert Park, CA  

Joseph Baquero 

Director, 
Client & 
Corporate 
Services 

16 
4 Years at 
Premiere 

Bachelor of Arts in Business Administration and 
Marketing, Magnu Cum Laude, San Francisco de Quito 
University, Avenida Vía Lactea, Ecuador 

Michelle Foley  

Vice 
President, 
Human 
Resources  

20 
1 Year at 
Premiere  

Bachelor of Arts in Business Administration, Newport 
University 

John Gillespie  

Vice 
President 
and Chief 
Compliance 
Officer  

25 
1 Year at 
Premiere  

Bachelor of Arts cum laude from Harvard University and a 
Juris Doctorate from the University of Toledo 
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Employee Screening Process 
Each collector assigned to work West Virginia accounts is properly trained in municipal debt collection by 
our dedicated team of trainers. Premiere’s hiring process is rigorous. Staffing levels are dependent upon 
the total number of accounts received on a continuous basis. Each employee will generally work a desk 
file of approximately 350-450 accounts, depending on the experience of the employee. To ensure quality 
new hires, our recruiting staff conducts both background checks and utilizes tests to identify strong 
candidates. 
 

Social Security Number (SSN) Verification 
The Social Security Number verification product searches over 600 million records on an individuals' 
reported SSN. It provides us the ability to verify and validate who may be using a certain SSN. This is the 
same information used by banks, lenders and credit companies nationwide.  
 

Criminal Searches 
Premiere Credit utilizes IntelliCorp to access an exhaustive database of state and county records. State 
criminal searches include felony or misdemeanor records as reported by various state agencies or other 
sources such as Department of Corrections, Sex Offender Registry, and IntelliCorp’s own aggregated 
county criminal information.  
 
IntelliCorp recommends single county criminal searches only when a more comprehensive, updated 
database search is not available. The search is conducted at the county court level and will recover 
records from any county requested in the United States. Included in the search are any felony and 
misdemeanor records. The report contains complete case information including defendant information 
(defendant name, DOB, and address); case information (case number, filed date, disposition, disposition 
date, and sentence); and criminal charge information (statute section, offense description, and charge 
disposition). 
 

Arrest and Booking Records 
Available in select states, arrest and booking records consist of historical and current county arrest 
records for various counties. Records include currently incarcerated and released inmates. 
 

Pre-employment Drug Testing 
Pre-employment testing occurs before an applicant is hired.  No applicant shall move forward with the 
employment process until a negative controlled substance report has been obtained.  If an applicant 
violates our drug-free workplace policy, the offer of employment will be withdrawn.  The applicant may 
reapply after six months and must successfully pass a pre-employment drug test. If the applicant does not 
successfully pass the drug test the second time, they will not be considered for employment at Premiere 
Credit for a period of not less than 12 months. 
 

Pre-Employment Testing 
Premiere Credit is a company which values its employees and recognizes the importance of matching 
applicants with a position they will find personally rewarding. In addition to thorough background 
investigations and references checks to validate the candidates past performance and ethical pattern of 
behavior, we utilize two cognitive tests by Wonderlic® to pinpoint the success potential of each candidate. 
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Wonderlic® Behavioral Risk Profile 
This short, 90-question assessment is an excellent tool to identify if each candidate possesses the 
personality traits which are good predictors of future success as an account representative with Premiere 
Credit. Results are provided to inform our hiring managers about areas such as 
 
 Personal productivity 

 Work Effort and persistence 

 Service and support 

 Counterproductive work behavior 

 Turnover risk 

 
Wonderlic® Contemporary Cognitive Ability Test (WPT-R) 
Employee satisfaction is the foundation to building a successful business and measuring cognitive ability 
is widely accepted as the most accurate predictor of employment success. Premiere Credit has selected 
the Wonderlic® Contemporary Cognitive Ability Test (WPT-R) to help us in our goal to match the right 
candidate in a job that will leaving them feeling satisfied and happy, a feeling which will translate directly 
to excellent customer service for our clients. 
 
Cognitive ability, or aptitude, testing, is an objective measurement to validate if a particular applicant is 
well-suited for the position for which they are being considered. WPT-R measures a candidate’s ability to: 
 
 Learn a specific job 

 Solve problems 

 Understand instructions 

 Apply knowledge to new situations 

 Benefit from specific job training 

 Be satisfied with a particular job 

 
A short, 12-minute online test comprised of 50 questions designed to measure general intelligence is 
administered and results are available to our team within minutes. The resulting information (pictured 
below) is helpful in evaluating the applicant will be under- or over-challenged and can successfully meet 
the performance expectations for a position. 
 

Professional Interpreting Services 
We recognize the importance of strong communication between our clients and the diverse populations 
they serve. To ensure lines of communication are always open, our agency has adopted two levels of 
service for bilingual account holders.  
 
Level I 
The majority of non-English calls we receive are from Spanish-speaking consumers. To address the 
immediate need of this segment of account holders, Premiere Credit currently has 13 Spanish-speaking 
employees and is in the process of establishing a dedicated team of account representatives to triage all 
callers who prefer to communicate in Spanish. We also have staff members who speak fluent French and 
Portuguese. 
 
Level II 
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  
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 Ease the collection process 

 Provide service to an unlimited number of account holders 

 Efficiently manage internal staffing levels 

 Achieve high results for our clients 

 
In our experience, commonly requested languages are Spanish, Chinese, Russian, Haitian Creole, 
Korean and Italian. 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 consumer since enlisting their services nearly five 
years ago. 
 

Corporate Training 
The field of accounts receivable management is one of constant change. To manage our processes 
efficiently, employee training is essential to our continued success as an organization. As one of the 
largest players in the business, we recognize the importance of investing in a comprehensive training 
program to respond to changes as they occur. To do this, we employ full-time corporate trainers to 
oversee our ever-changing needs and to maintain compliance with internal organizational controls. 
 
Wise investment 
We value and appreciate our employees. Providing a complete training program enables us to ensure 
future job satisfaction and reduce turnover. We have also experienced a boost in recruitment as our 
program demonstrates our commitment to ensuring the long-term career success of individuals who join 
our team. During our recruiting and hiring process, our human resources professionals work to identify 
talented people with the right personality traits and soft skills to be successful in our industry. We identify 
people who possess characteristics such as  
 

 A positive attitude 
 Strong communication skills 
 Ability to learn new things quickly 
 A desire to meet and exceed goals  

 
Candidates with these qualities will easily thrive in our industry with the help of the proper skill-based 
training. 
 
Phase One 
 
The first two weeks of training are conducted in a classroom setting using state-of-the-art technology in a 
simulated recovery environment.  
 
Skill-based training 
Throughout Phase I, trainers will impart the hard skills required to quickly transition from new hire to star 
performer. During this time, we place an emphasis on 
 

 Active listening 
 Complaint prevention 
 Conflict resolution 
 Corporate ethics and compliance 
 Customer-service tactics 
 Industry jargon 
 Negotiation tactics 
 Technology 
 Telephone etiquette 
 Understanding laws and regulations 
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Industry Regulations 
It is our goal to infuse our culture of compliance into each training class as well as the ability to deliver 
results for our clients. To achieve this goal, our trainers spend a significant amount of time educating new 
hires about the many laws and regulations which govern our industry such as: 
 

 Consumer Credit Protection Act 
 Fair Debt Collection Practices Act (FDCPA) 
 Fair Credit Reporting Act (FCRA) 
 Health Insurance Portability and Accountability Act of 1996 (HIPAA) 
 Telephone Consumer Protection Act (TCPA) 
 Gramm-Leach Bliley Act (GLBA) 
 Higher Education Act of 1964 (HEA) 
 Privacy Act  

 
In addition to reviewing debt collection and other consumer protection laws, our trainers provide insight on 
how to effectively communicate with your account holders within the boundaries of each. To ensure each 
employee understands the letter and spirit of each law, testing is performed and additional training is 
provided as needed. Trainers also conduct an FDCPA-specific test and we require a passing score of 
90% or greater before advancing new hires to the collection floor. 
 
Phase Two 
Immersive Classroom Training 
Newly trained representatives will make phone calls while still under the supervision of the training staff.  
During the next two weeks of training, new employees are observed while working active accounts and 
making telephone calls. Conducting this training in a controlled collection environment enables the trainer 
to be present to monitor communications, provide immediate assistance with unique circumstances, and 
to close the call as required by our corporate policy.  
 
In addition to live call assistance, our trainers will answer questions that might arise concerning the use of 
our FACS collection system. At the end of this phase, the trainer will review the each employee’s 
progress with the unit manager. Those who have demonstrated an expert level of skill will be advanced to 
the collection floor. 
 

Continuous Training Review and Development 
Premiere Credit’s success in the field of accounts receivable management is directly attributed to the 
daily work effort of our dedicated, professional team of corporate training personnel. Training content is 
presented in a variety of formats to ensure the examples are engaging, relevant and have the right 
impact. Premiere Credit’s classroom style initial training period is supplemented with advanced sessions 
through the use of: 
 
 Recorded calls 

 Live side-by-side call monitoring and instruction 

 Role-play 

 Topical presentations 

 Written training manual 

 Training sheets to address targeted needs 

 Daily, weekly, and monthly staff meetings 

 One-on-one score card coaching 
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Monitoring Frequency 
Trainees are monitored daily by training staff while in the early weeks of their career at Premiere Credit. 
Materials are reviewed prior to each new training class, usually every two weeks. Once transitioned to the 
unit, unit collection managers, senior collection managers, and the internal compliance department will 
continuously monitor for high quality customer service on behalf of our clients. 
 
Training Effectiveness 
The effectiveness of our program is monitored by factors such as individual collector success (reported 
monthly on the scorecard), compliance with contract requirements and collection industry laws and 
conformity to internal policies and procedures. When trends in any of these areas emerge, managers in 
operations and compliance will meet with the training team to review and update material on an as-
needed basis.  

Phase Three – Advanced Skip Tracing 

Once trainees have been transitioned to their respective teams, more sophisticated skip tracing methods 
are presented at management request.  New employees are taught more investigative methods to locate 
and resolve consumer 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 consumer 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 
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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. 
 
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. These 
industry leaders act as mentors to junior staff to ensure we have a ready and able talent pool to choose 
from as employees grow with our company.  
 
We ensure new collectors will meet our business needs by continuously reviewing new applications, 
interviewing candidates who meet the high standards we look for in our employees and providing ample 
training opportunities when they ultimately join our team. As new clients join, we hand-pick seasoned 
members of our collection team to form a nucleus for a new collection unit. This method enables us to 
assure FTB that experienced recovery personnel will be immediately available to begin working accounts 
on its behalf. New employees will be recruited and trained to fill the positions vacated by these account 
representatives. 

 
Locations  
Premiere Credit headquarters is centrally located in Indianapolis, IN.  

 
2002 Wellesley Blvd.  
Indianapolis, IN 46219 
Toll Free Phone: (866) 808-7118  
Fax: (317) 972-6595  
 
Our additional offices are located:  
 
One Mill Street, Suite 200  
Batavia, NY 14020-3141 
 
6550 E. 30th St. 
Indianapolis, IN 46219-1102 
 
450 Tenth Circle North 
Nashville, TN 37203 

       
 


































































