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GENERAL TERMS & CONDITIONS
REQUEST FOR QUOTATION (RFQ) AND REQUEST FOR PROPOSAL (RFP)

1. Awards will be made in the best interest of the State of West Virginia.

2. The State may accept or reject in part, or in whole, any bid.

3. Prior to any award, the apparent successful vendor must be properly registered with the Purchasing Division
and have paid the required $125 fee. )

4. All setvices performed or goods delivered under State Purchase Order/Contracts are to be continued for the
term of the Purchase Order/Contracts, confingent upon funds being appropriated by the Legislature or otherwise
being made available. In the event funds are not appropriated or otherwise available for these services or goods
this Purchase Order/Contract becomes void and of no effect after June 30. '

5. Payment may only be made after the delivery and acceptance of goods or services.

6. Interest may be paid for late payment in accordance with the West Virginia Code.

7. Vendor preference will be granted upon written request in accordance with the West Virginia Code.

‘8. The State of West Virginia is exempt from federal and state taxes and will not pay or reimburse such taxes.

8. The Director of Purchasing may cancel any Purchase Order/Contract upon 30 days written notice to the seller.
10. The laws of the State of West Virginia and the Legislative Rules of the Purchasing Division shall govern the
purchasing process.

11. Any reference to automatic renewal is hereby deleted. The Contract may be renewed only upon mutual written
agreement of the parties.

12. BANKRUPTCY: In the event the vendor/contractor files for bankruptcy protection, the State may deem
this contract null and void, and terminate such contract without further order. )

13. HIPAA BUSINESS ASSOCIATE ADDENDUM: The West Virginia State Government HIPAA Business Associale
Addendum (BAA), approved by the Attorney General, is available online at www.state.wv.us/admin/purchase/vre/hipaa.htm
and is_hereby made part of the agreement. Provided that the Agency meets the definition of a - Cover Enfity
© {45 CFR §160.103) and will be disclosing Protected Health Information (45 CFR §160.103) to the vendor. ’

14. CONFIDENTIALITY: The vendor agrees that he or she will not disclose to anyone, directly or indirectly, any such
personally identifiable information or other confidential information gained from the agency, unless the individual who is
the subject of the information consents to the disclosure in writing or the disclosure is made pursuant to the agency's
policies, procedures, and rules. Vendor further agrees to comply with the Confidentiality Policies and Information
Security Accountability Requirements, set forth in httpJ’vaw.state.wv.us/adminfpurchase/privacyfnoﬁceConﬁdentiality.pdf.

15. LICENSING: Vendors must be flicensed and in good standing in accordance with any and all state and locaf laws and
requirements by any state or local agency of West Virginia, including, but not limited to, the West Virginia Secretary
of State’s Office, the West Virginia Tax Department, and the West Virginia Insurance Commission. The vendor must
provide all necessary roleases to obtain information to enable the director or spending unit to
verify that the vendor is licensed and in good standing with the above entities. .

16. ANTITRUST: In submitting a bid to any agency for the State of West Virginia, the bidder offers and agrees that
if the bid is accepted the bidder will convey, sall, assign or transfer to the State of West Virginia all rights, titte and interest
in and to all causes of action it may now or hereafter acquire under the anfitrust laws of the United Siates and the State of
West Virginia for price fixing andfor unreasonable restraints of trade relating to the particular commodities or services
purchased or acquired by the State of West Virginia. Such assignment shall be made and becormie effective at the time the
purchasing agency tenders the initial payment to the bidder.

| certify that this bid is made without prior understanding, agreement, or connection with any corporation, firm, limited
liability company, partnership, or person or entity submitting a bid for the same material, supplies, equipment or
services and is in all respects fair and without collusion or Fraud. | further cerlify that | am authorized to sign
the certification on behalf of the bidder or this bid.

INSTRUCTIONS TO BIDDERS
1, Use the quotation forms provided by the Purchasing Division. Complete all sections of the quotation form.

2. ltlems offered must be in compliance with the specifications. Any deviation from the specifications must be clearly
indicated by the bidder. Alternates offered by the bidder as EQUAL to the specifications must be clearly
defined. A bidder offering an altemate should attach complete specifications and literature to the bid. The
Purchasing Division may waive minor deviations to specifications.

3. Unit prices shalfl prevail in case of discrepancy. All quotations are considered F.O.B. destination unless alternate
shipping terms are clearly identified in the quotation.

4. All quotations must be delivered by the bidder to the office listed below prior to the date and fime of the bid
opening. Failure of the bidder to deliver the quotations on time will result in bid disqualifications: Department of
Administration, Purchasing Division, 2019 Washington Street East, P.O. Box 50130, Chareston, WV 25305-0130

5. Communication during the solicitation, bid, evaluation or award periods, except through the Purchasing Division,
is strictly prohibited (W.Va. C.S.R. §148-1-6.6).

Lo 191500



State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010: 1:30 P.M.

TABLE OF CONTENTS

Section 1 — Transmittal Letter & Mandatory Forms ess————
TRANSMITTAL LETTER e —————
PRICING PAGE .mmmmmssmssssssmsssssisn "
ADDENDUM ACKNOWLEDGEMENT ... S " S, 3
AGREEMENT ADDENDUM e —— " S —————————— 4
CERTIFICATION worccrmmmmmmmmsssssmsssises '
AFFIDAVIT WV HIPAA BUSINESS CONTRACT ADDENDUM
WV HIPAA BUSINESS CONTRACT ADDENDUM ..ovvvmmsmmmmmmsmmsmsssssessmmimsns
Section 2 — Executive Summary......... e ———————
INTRODUCTION woosssssmssmssssmsesssessssssesssssssssesssssssssssessoss s "
OPERATIONS PROFILE .... T,
Key Management

o

Restimes of Key Personnel
OVER 16 YEARS OF SUCCESSFUL PERFORMANCE FOR GOVERNMENT ENTITIES & HIGHER EDUCATION ovcoversereeen 19
FINANCIALLY STRONG AND STABLE mwmmmmmsmsemsesmssmssssesssssssssess s 20
A PROGRAM PLAN FOR MAXIMIZING RETURN, DELIVERING QUALITY SERVICES AND MAINTAINING FULL
REGULATORY COMPLIANCE S SRR 21

EOS CCA OFFICE RESOURCES . 21
COMMITMENT TO PARTNERSHIP wovvvcrmsvsrmsmmssmssmessssssssssssssssss s s ——————— w22
Section 3 — Minimum Qualifications s ———— s ———— 24
PREVIOUS EXPERIENCE ..o sreseermmmssssessmessessosen s ———— 2o
REFERENCES — STATE AGENCEES & DEPARTMENTS .................................................................. 26
REFERENCES — HIGHER EDUCATION... s ———— . " 27
LICENSES, BONDS AND INSURANCE.... st A AR R0 28
Section 4 — Collection Methodology & Procedures.... ........................ 31
EQS CCA'S COLLECTION METHODOLOGY s s G )
Telephone Communication 33
Example of Collector Call Script 34
Whitten Communication 35
Documentation of Attempled Work Effort 3b
Skip Tracing 36
Reports 37
Toll Free Number & FOS CCA Office Hours 37
EOS CCA’s GENERAL COLLECTION PROCEDURES e —————————————
Collection Teams 39
Collector Experience 39
Coilection Actions 40
Payment Methods 41
Collection Techniques for Government Departments 49
- - FOS CCA
700 Longwater Drive, Norwell, MA 02061
@ CCA Tefephone: 800-886-9177 www.eos-cca.com Fax: 787-681-4358

© 2010 EOS CCA
i



Collection Techniques for Student Receivables

State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010: 1.30 P.M.

43

Defauft Loan Work Approach- Optional Program for Schools of Higher Education

43

44

Maintaining Balances Due
Interest Accrual

44

Pay-off Figures

44

45

Overpayments.
Credit Bureau Reporting

45

OVERVIEW OF COLLECTION ACTIVITY & WORK PLAN ..ocrsmmnemvmssssrsmrce

i 46

PROCEDURAL SPECIFICATIONS v vsmsss s ssssesssesessesesesss e s s srsessssssssassssssasesss o

.............. 51

Compliance & Employee Training

51

System Access, Operating Software & State Employee Training

52

53

Monthly Remittance Statements
Section b — Information Technology OVErVIEW s s——————————

INTRODUCTION woerrmrerssnesessnnes

IN-HOUSE COMPUTER CAPABILITIES oo onrsssesmenssmsmmmmmimmissssssssssamsessammin

TELEPHONE SYSTEMS .o
DIALER PROFILE cvvenssviien

...................................... 54
54
-

.. DB
b6
w D7

DOCUMENTATION OF COLLECTION ACTIVITY wonmsmmsmersmssssssssssmssssssmsisssssssssssssssses

w07

58

DISASTER RECOVERY PLAN woorussasssmstssssamasssmsssmsisssisimss st ssss
Corporate Headquarters (Norwell, MA) Disaster Recovery Plans...u.

58

Section B — Licenses and BonNaS m s s s s o

61

LICENSES & BONDS REPORT v

61

Section 7 — Standard Report EXamples s

65

EQS CCA
700 Longwater Drive, Norwell, MA 02061
Telephone: 800-886-3177 www.eos-cca.com Fax: 7871-6871-4358
© 2010 EOQS CCA
ii




State of West Virginia Department of Administration
RFQ# DEBTT0 Debt Collection Services
September 8, 2070 1:30 P.M.

Section 1 - Transmittal Letter & Mandatory Forms

TRANSMITTAL LETTER

Ms. Jo Ann Adkins
Department of Administration
Purchasing Division

2019 Washingion Street East
P. 0. Box 50130

Charleston, WV 25305-0130

Dear Ms, Adkins,

Thank you for the opportunity to offer our services to the State of West Virginia. Enclosed with this letter is EOS
CCA’s one signed, original response to RFQ DEBT10. EOS CCA has read, understands, and agrees to all of the
provisions of RFQ # DEBT10.

EOS CCA'’s proposed collection program wil! be a good fit for all of the departments and offices of the State of
West Virginia. We offer a variety of collection programs and calling campaigns for the departments and offices
to choose from, and we provide unparalleled performance and customer service. EOS CCA will provide superior
customer service and, in effect, will serve as an extension of the State's departments and offices, with their
interests always in mind.

By selecting EOS CCA as a vendor, the State of West Virginia wili gain a partner with experience, expertise,
knowledge and commitment — a partner that has shown steady and consistent growth over its 19 years in
business, due largely to the satisfaction of our clients.

Lynn Loring, Regional Director of Business Development at EOS CCA, will oversee the overall processes and
the quality control of the State of West Virginia Debt Collection contract. Ms. Loring has been in the collection
business for 25 years, and will ensure that all expectations are exceeded. You can reach Ms. Loring at EQOS
CCA's corporate offices at 800-886-9177, extension 4180, via her mobile telephone at 781-771-7794, or via

email at lynn.loring@eos-cca.com.

On behalf of our employees, | want to thank you again for extending the offer to EOS CCA to submit &
collection services. We look forward to partnering with the various entities of the State of West Virginia.

Sincerely,

Paul E. Leary, Jr.
CEO

Y
m EOS CCA — With Head and Heart in Finance
: 700 Longwater Drive, Norwell, MA 02061
Telephone: 800-886-9177  www.ecs-cca.com.com  Fax: 781-687-4358

©2010EOCS CCA
1



DEBT10 - PRICING PAGE

VENDOR MUST COMPLETE THIS SCHEDULE

THE FEE STRUTURE SUBMITTED TO THE STATE OF WEST VIRGINIA IS

AS FOLLOWS:
AGENCY TYPE OF ACCOUNT % OF AMOUNT
COLLECTED
1. Colleges & Universities: Per Debt 7.20%
2. Worker’'s Compensation. Default Account a4.7%
3. WV Department of Tax and New Accounts
Revenue: 6.7%
Levy Account — where our
employee is instrumental in
the preparation of the 4.2%
levies.
4, Division of Environmental Per Debt
Protection: 7.25%
5. Other Spending Units: Per Debt 7.2%
Colleges 7.2%
6. Rate of Second Placement Per Debt 11.5%
Colleges 14%

BIDDER CONTACT INFORMATION

Vendor: EOS CCA

Bidder Name {Print}): __Paul E. Leary, Jr.

Contact Name (Print): _Lynn E. Loring

Phone: 800-886-9177 Ext. 14180 Fax: __781-681-4358

E-mail: lynn.loring@eos-cca.com

Bidders Signature: . ; :




Purchasing Division

RFQ COPY

TYPE NAME/ADDRESS HERE

EOS CCA
700 Longwater Drive
Norwell, MA 02061

State of West Virginia
Department of Administration

2019 Washington Street East
Post Office Box 50130
Charleston, WV 25305-0130

Request for =

Quotation

JO

ADDRESS:

ANN ADKINS

304-558-8802

ALL STATE AGENCIES

AND POLITICAL SUBDIVISIONS
VARIOUS LOCALES AS INDICATED
BY ORDER

07/21/2010

BID CPENING DATE:

ADDENDUM ACK

I HEREBY ACK
ADDENDUM (3)
PROPOSAL:, PL

IWDDENDUM NO.

--------
-------
-------

T UNDERSTAND
ADDENDUM (S)

THAT]

VENDOR MUST CLEAR]
REPRESENTATIDN MA
PRAL DISCUSSION H
AND ANY STATE PER]
INFORMATION {ISSUE
SPECIFICATIONS BY

MAY BE CAUSE FOR REJECTION

MADE THE NECESSAR
SPECIFICATION,

FAILURE TO CONFIRM T

LY ERSTAND THAT AN
DE OR| ASSUMED TO BE M|
EL.D BETWEEN VENDOR'S

D IN WRITING AND ADDE
AN OFFICIAL ADDENDUM

jNT
ECEIPT OF THE FOLLOWING CHECKED

SONNEL 1S NOT BINDING

Y REVISIONS TO MY]
ETC.

HE RECEIPT OF THE
_OF BIDS.

' VERBAL

ADE DURING ANY
REPRESENTATIVES
ONLY THE

D TO THE
IS BINDING.

JEiENATURE

ATE

[TITLE

FEIN

ADDRESS CHANGES TO BE NOTED ABOVE

WHEN RESPONDING TO RFQ, INSERT NAME AND ADDRESS IN SPACE ABOVE LABELED 'VENDOR'




gtate of West Virginia Request for ——wowmwee:
apartment of Adminlstration i

Purchasing Division Quotation REBT10
2019 Washington Street East
Post Office Box 50130
Charleston, WV 25305-0130

304 -558-8802

RFQ COPY
TYPE NAME/ADDRESS HERFE ALL STATE AGENCIES
EOS CCA AND POLITICAL SUBDIVISIONS

. VARIQUS LOCALES AS INDICATED
700 Longwater Drive BY ORDER

Norweil, MA 02061

07/21/2010
BID OPENING DATE: 09/08/2010

.. September 7,R010. . ... ...... ...

DATE

NOTE: THIS ADDENDIIM AdKNOWLEDGEMENT SHPULD BE SUBMITTED
WITH THE BID|. ‘

REV. 09/21/2008

NOTICE

A SIGNED BID] MUST| BE SUUBMITTED TO:

DEPARTMENT ADMINISTRATION
PURCHASTNG VISTION

. BUILDI 15
2012 WASHINGION STREET, EAST
CHARLESTON, WV 25305-0130

THE BID SHOULD CONTAIN| THIS INFORMATION ON THE FACE OF
THE ENVELOPE| OR THE BID MAY NOT BE CONBIDERED:

SEALED BID
BUYER : FILE §2

RFQ. NO.: ‘ ' DEBT1D

BID OPENING DATE: SEPTEMBER 8, 2010
BID OPENING [FTME: 1:30P}

[SIGNATURE

FITLE FEN ADDRESS CHANGES TO BE NOTED ABOVE
WHEN BRESPONDING TO RFQ, INSERT NAME AND ADDRESS IN SPACE ABOVE LABELED 'VENDOR'

—




gtate of West V!rg!nla Requast for Bals o R o Sy
epartment of Administration olati

Purch\:;\vsmg Division Quotation DEBT10 - 7
2019 Washington Street East AT DTN
Post Office Box 50130 s AR S COn R SN D ENGE T ALE
Charfeston, WV 25305-0130 JO ANN ADKINS

: 304-558-8802

RFQ COPY
TYPE NAME/ADDRESS HERE ALL STATE AGENCIES
: AND POLITICAL SUBDIVISIONS
VARIOUS LOCALES AS INDICATED

BY ORDER

07/21/2010
‘BID OFENING DATE: p9/na/2010 RID OPENING TTME

PLEASE PROVIDE 4 [FAX ER IN CASE IT| IS NECESSARY
TO CONTACT YPU REGARDING YOUR BID:

(78068144358 | ___ | |l __.

CONTACT PERSON (PLEASH PRINT CLEARLY):

*xk*kx%x  THIS| IS THE ENP OF R¥FQ DEBI'LQ *#**%x%x% TOTAL:

SECREVERSE BI0E FONEANE ARD CONDITION:
'TELEPHCINE

T FEN ADDRESS CHANGES TQ BE NOTED ABOVE
WHEN RESPONDING TO RFQ, INSERT NAME AND ADDRESS IN SPACE ABOVE LABELED VENDOR'




WV-96

Rev. 10/07

AGREEMENT ADDENDUM

In the event of conflict between this addendum and the agreement, this addendum shall control;

L.

12.

3.

4.

15.

16.

17.

18.

19.

2L

DISPUTES - Any refercaces in the agreement o arbitration or to the jurisdiction of court atre h delet i isi
agreément shall be presented to the Wegst Virginia Court of Claims. g 7 of any Gourt re heteby deleted. Disputes arising out of the

HOLD HARMLESS - Any clause requiring the Agency to indemnify or hold harmless any party is hereby deleted in its entirety.

GOVERNING LAW - The agreement shall be governed by the laws of the State of West Virginia. This provision replaces any references to any
other Stale’s govemning law,

TFAXFS - Provisions in the agreement requiring the Apency to pay taxes are deleted. As a State entity, the Agency is exempt from Federal, State,
and Iocaﬁll taxemd will not pay taxes for any Vendor including E1’11diwidl.wls, nor will the Agency file an’y tax rgtum); or re;g:!lés on behalf of Vendor
or any other party.

PAYMENT - Any references to prepayment are deleted. Payment will be in arrears.

INTEREST - Should the agreement include a provision for interest on late payments, the A; agrees to pay the maximum legal rate under West
Virgimia law. All other mﬁ:mnces to interest ic’)r late charges are deleted. Py Bency e ray 8

REftJOUPMENT - Any language in the agreement waiving the Agency's right fo set-off, counterclaim, recoupment, or other defense is hereby
eleted.

FISCAL YEAR FUNDING - Scrvice performed under the agreement may be continued in succeeding fiscal tim for the term of the agreemen
confingent upon Tunds being appropriated by the Legislature or otherwise being available for this service. In the event funds are not approp:iama
or otherwise available for this service, the agreement shall terminate without penalty on June 30. After that date, the agreement becomes of o
effect and is null and void. However, the Agency a to use ity best efforts to have the amounts contemplated under the agreement included
in its budget. Non-appropriation or non-funding shall not be considered an event of default.

" STATUTE OF LIMITATION - Any clauses limiting the time in which the Agency may bring suit against the Vendor, tessor, individual, or any

other party arc deleted.

SIMELAR SERVICES - Any provisions limiting the Agency's right to obtain similar services or equipment in the eventof default or non-funding
diring the term of the agreerment are hercby deleted.

ATTORNEY FEES - The @ﬁmcg recognizes an obligation to pay attorney's fees or costs only when assessed by a court of competent jurisdiction,
Any other provigion is invalid and considerad null and void.

ASSIGNMENT - Notwithstanding any clause to (he conirary, the Agency reserves the right to assign the agreement to another State of West
Virginia agency, board or commission upon thirty (30) days written notice to the Vendor and Vendor shall obtain the written consent of Agency
prior to assigning the agreement.

LIMITATION OF LIABILITY - The Agency, as a State entity, cannot agree to assume the potential liability of a Vendar. _Accordin%lﬁ, ﬁ

rovision limiting the Vendor's Hability for direct damages to a certain dollar amount or to the amount of the agreement is hereby deleted.
Eimimtionsan special, incidental or consequential damages are acceptable. In addition, any limitation is aull and void to the extant that it precludes
any action for injury to persons or for damages 1o personal property.

RIGHT TO TERMINATE - Agency shall have the right to terminate the agreement upon thirty (30) days writien notice to Vendor. Agency
agrees to pay veador for services rendered or goods received prior to the effective date of termination.

TERMINATION CHARGES - Any provision requiring the .A%ency to ‘}Jay a fixed amount or, fiquidated damages upon termination of the
8 eai is hereby defefed. The Agency may only agree to reimburse a Vendor for actual costs incurred or losses sustamed during the cumrent
year due to wrongful termination by the Agency prior to the ead of any current agrooment term.

RENEWAL - Aoy refetence to automatic renewal is hereby deleted. The agreement may be renewed only upon mutual written agrecment of the
parties.

INSURANCE - Any provision requiting the Agency to insure equipment or property of any kind and name the Vendor as beneficiaty or as an
additonal msured is h?areby dclcteeccll.

RIGHT TO NOTICE - Aay provision for repossession of equipment without notice is hereby deleted. However, the Agency does recognize a

Tight of repossession with natice.

ACCELERATION - Any reference to acceleration of paymeants in the event of default or non-funding is heceby deleted.

CONFIDENTIALITY: -Alw provision regarding confidentiality of the terms and conditions of the agreement is hereby deleted. State contracts
arc public records under the West Virginia Fresdom of Information Act.

AMENDMENTS - All amendments, modifications, alterations or changes to the agreement shall be in writing and signed by both pariies. No
amendment, modification, alteration or change may be made to this addendum without the express written approval of the Purchasing Division

and the Attorney General.

ACCEFPTED BY:
STATE OF WEST VIRGINIA YENDOR

Spending Unit:

Sigued:

- Tide:

Company Name: _Collecto, Inc. d/b/a EQS CCA
Signed: #@ Q/

Tide: __ CEQO

Date:

Dae: __September 7, 2010




Certification

DEBT10

By submitfing a signed bid for DEBT10 (Debt Collection Service) — vendor
hereby certifies under penalty of fraud that all mandatory specifications contained
in the Request for Quotation are met.

Collecto, Inc. d/b/a EQS CCA

Vendor (Type Name of Company)

~ 700 Longwater Drive, Norwell, Massachusetts 02061

Address
Paul E. Leary, Jr. _ CEO
Name (Type Name) Title
M}Q/ September 7, 2010
Signature Date

Note: No contract shall be awarded prior to receipt of this certification.

20




Mot nincisdy avtibect

. The Commonivealth of Massachuseiis .
William Francis Galvin _ ﬂ\_,i Qi i85ion Ao Pive s N/Z_ X/l?[
Secretary of the Commonweaith

RFQ No. DEBT10

STATE OF WEST VIRGINIA
Purchasing Division

PURCHASING AFFIDAVIT

Wes_t Virglni_a Code §5A-3-10a states: No contract or renewal of any contract may be awarded by the state or any of its
political subdivisions to any vendor or prospective vendor when the vendor or prospective vendor or & related party to the
vendor or prospective vendor is a debtor and the debt owed is an amount greater than one thousand doflars in the
aggregate. .

DEFINITIONS:

"Deabt" means any assessment, prerium, penalty, fing, tax or other amount of money owed to the state or any of its
politica! subdivisions because of a Judgment, fine, permit violation, license assessment, defaulted workers' compensation
premium, penalty or other assessment presently delinquent or due and required to be paid to the state or any of its
political subdivisions, including any interest or additional penallies accrued thereon.

“Debtor” means any individual, corporation, partnership, association, limited liability company or any cther form or
business asscciatiort owing a debt to the state or any of its political subdivisions. "Political subdivision™ means any county
commission; municipality; county board of education; any instrumentality estabiished by a county or municipality; any
separale corporation or instrumentality established by one or more counties or municipatities, as permitied by law; or any
public body charged by law with the performance of a government function or whose jurisdiction is coextensive with one
or more counties or municipalities. “Relfated party” means a party, whether an individual, corporation, parinership,
association, fimited liability company or any other form or business associaiion or other enlity whatscever, related to any
vendor by blood, marriage, ownership or contract through which the party has a relationship of ownership or other interest
with the vendor so that the party will actually or by effect receive or control a portion of the benefit, profit or other
consideration from performance of a vendor contract with the party receiving an amaunt that meets or exceed five percent
of the total contract amount.

EXCEPTION: The prohibition of this section does not apply where a vendot has confested any tax administered pursuant
to chapter sleven of this cods, workers’ compansation premium, permit fee or environmental fee or assessment and the
matter has not become final or where the vendor has entered into a payment plan or agreement and the vendor is not in
default of any of the provisions of such plan or agreement.

Under penaHly of law for false swearing (West Virginia Code §61-5-3), it is hereby certified that the vendor affirms and
acknowledges the information in this affidavit and is in compliance with the requirements as stated.

WITNESS THE FOLLOWING SIGNATURE
Vendor's Name: Collecto, Inc, d/b/a EOS CCA

Authorized Signature: - - pate: _September 7, 2010
State of __Massachusetts L~ TPaulE. Leary, .

County of Plymouth . towit:

Taken, subscribed, and sworn to before me this 7thday of _September ,2010.

My Commission expires _ April 5 ,2013.

AFFIX SEAL HERE NOTARY PUBLIC (@L@M?/

Linda M. Dilorenzo

Llnd'a g‘/l. CDiLOT’eTLZO ' Purchasing Affidavit (Revised 12/15/09)

is a chity appointed Notary Public
of the

Cotmmonwealth of Massachissetts

November 28, 2014 — . —
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WV STATE GOVERNMENT

HIPAA BUSINESS ASSOCIATE STATEWIDE CONTRACT ADDENDUM

This Health Insurance Portability and Accountability Act of 1996 (hereafter, "HIPAAT) Business
Associate Addendum ("Addendum”) supplements and is made a part of the Agreement ("Agreement”) by
and beiween the West Virginia Department of Administration, Purchasing Divislon, on behalf of all state
agencies exscuting a release order to the underlying contracl to which this Addendum is appended
(*Agency™), and the statewide contract vendor, the Business Associate ("Associaie®), and is effective as of
the date of the Release Order executed by the Agency to participate in the statewide contract, '

Whereas the pariies have a business relationship; and

‘Vihereas it is desirable, in order to further the continued sefficient operafions of Agency to disclose
to its Associate cerlain information which may contain confidential individually identifigble health
information (hareatfter, Protected Health Information or PH)); and

Whereas, It is the deslre of both parties that the confidentiality of the PHI disclosed hereunder be
mainteined and treated in accordance with all applicable laws relating to. confidentiality, including the
Prvacy and Security Rules, and the pariies do agree o at ali imes ireat the PHI and interpret this
Addendum consisiently with that desire. ' .

NOW THEREFORE; the pértles agree that in considerafion of the mutual promises herein, in the
Agreemert; and of the exchange of PHE hereunder that:

1. Definifions.

a. . Tenms used, buf not otherwise defined, in this Addendum shall have the same
meaning as those terms in the Privacy and Security Rules.

b, Privacy Rule. Privacy Rule means the Standards far Privacy of Individualy
. Identifiabie Health Information found at 45 CFR Parts 160 and Part 164, Subparts A and E, as amended.

c. Securify Rule. Security Rule means the Standards for the security of elzctronic
protected health information found at 45 CFR Parl 184, Subpart C, as amended,

2. PHI Disclosed; Permitted Uses.,

a. PHE Described, PHI disclosed by the Agency to the Business Associate, PHI
created by the Business Assoclate on behalf of the Agency, and PH! received by the Business Associate
from a third party on bebalf of the Agency are disciosable under this Addendum. The disclosable PHI is
limited to the minimum necessary to complete the tasks, or to provide the services, associated with the
tenms of the original contract.

b. Purposes. Except as otherwise limited in this Addendum, Associate may use or
disclose the PH! on behalf of, or to provide services ta, Agenoy for the purposes necessary to complete
the tasks, or provide the services, associated with, and required by the terms of the original contract, if
such use or disclosure of the PHI would not violate the Privacy or Security Rules or applicabie state law i
done by Agency or viofate the minimum necessary policies and procedures aof the Agency.
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3. Obligations of Business Associate.

a.  Stated Purposes Only. The PHI may not be used by the Associate for any
purpose uther than stated in this Addendum or as required by law.

b, Limited Disclosure, The PHI is confidential and will not be disclosed by the
Assaociate other than as required by this Addendum or by iaw.

c. Safeguards. The Associate will use appropriate safeguards to prevent use or
disclosure of the PHI except as pravided for in this Addendum. This skall include, but not be limited to:

{) Limitation of the groups of its employees or agents fo whom the PHI is disclosed
to those reasonably required to accomplish the purposes stated in this Addendum, and {he use and
disclosure of the minimum PH) necessary;

(ily Appropriate notification and training of its employees or agents to whom the PH!
will be disclosed in order to protect the PHI fromt unauthorized disclosure;

(li) Maintenance of a comprehensive written PH! privacy and security program that
includes administrative, technical and physical safeguands appropriate to the size, nature, scope and
complexity of the Associate’s aperations.

d. Compliance With Law. The Associate will not use or disclose the PHI in a
manner in vialation of existing faw and specifically not in violation of laws relating to confidentiality of PHI,
including but not limited te, the Privacy and Securily Rules,

e. Report of Disﬁosum. The Associate will promptly report to the Agency, in
writing, any use or disclosure of the PHI not provided for by this Addendum of which i becomes aware.

f. Mitigation. Associate agrees to mifigate, to the extent practmable any harmfuf
effect that is known fo Associate of a use or disclosure of the PHI by Associaie in violation of the
requirements of this Addendum,

infonmation refated o such disclosures as would be required for Agency {o respond to a request by an
individual for an accounting of disclosures of FHI in accordance with 45 CFR §§ 164.528 and 164.316.
This should Include a process that &flows for an accounting to be collected and malntained by Assoclate
and its agents or subcontractors for at least six (6} years from the date of disclosure, or longer If required
by staie faw, At 2 minimum, such PHI shall include: §) the date of disclosure; (i) the name of the entity or
person who recelved the PHI, and If known, the address of the entity or person; (i} a brief descriplion of
thé PHI disclased; and {iv) @ brief statement of purposes of the disclosure that eagsonably informs the
Individua! of the basis forthe disclesure, or a copy of the Individual's authorization, or a copy of the

written request for disclosurs.

) - f. Accounting Rights. Within ten (10) days of notice of a request for an accounting
of disclosures of the FHI, Associate and ils agents or subcontractors shall make available to Agency the
PHI required to provide an accounting of disclosures to enable Agency to fulfill its obligations under the
Privacy Rute, induding, but not limited to, 45 CFR § ,164.528.

i Access fo PHI. Associate shall meke the PH] maintained by Associate or its
agents or subcontractors in Designated Record Sets avallable to“Agency for inspection and copying
within ten (10) days of a request by Agency to enable Agency to fulfill its obligations under the Privacy
Rule, including, but not imited fo, 45 CFR § 164.524.

J Amendment of PHIL Within ten (10} days of receipt of a request from Agency for
an amendment of the PHI or a recond about an individual contained in @ Designated Record Set,
Assoviate or its agents or subcontractors shall make such PHi avallable to Agency for amendment and
incarporate any such amendment io enable Agency to fulfili its cbligations under the Privacy Rule,
-including, but not limited to, 45 CFR § 164.526.

Docomentation. Associate agrees to document disclosures of the PHE and
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k. Retention of PHI. Notwilthstanding section 4.a. of this Addendum, Assodciate and
its subcontractors or agents shall retain alt PHI pursuant to state and federal law and shall continue to
maintain the PHI required under Section 3.9. of this Addendum for a period of six (8) years afier
termination of the Agreement, or ionger if reguired under state law.

iR Agents, Subcontractors Compliance. The Associate will ensure that any of its
agents, including any subcontractors, to whom i provides any of the PHI it receives hereunder, or 1o
whom It provides any PHI which the Associate creates or receives on behalf of the Agency, agree io the
restrictions and conditions which apply to the Associate hereunder.

tn. Amendments. The Associgte shall make available to the specific tndividual o
whom it applies any PHI; make such PHI available for amendment; and make available the PHI required
to provide an accounting of disclosures, all to the extent required by 45 CFR §§ 164.524, 164.526, and
164.528 respectively.

ooon Federal Access. The Assoclate shall make its intemat practices books, and
records relating 10 the use and disclosure of PHI received from, or created or received by the Assoclate
on behalf of the Agency avallable to the U.S. Secretary of Health and Human Services consistent with 45

CFR § 164.504.

4. Termination.

a. Duties at Termination. Upon any termination of this Addendum, if feasible, the
Associate shall return oF destroy all PHI received from, or created or recelved by the Associate on behalf
of the Agency that the Assaciate still maintains in any form and retain no copies of such PHI ar, if such
retum or destruction is nat feasible, the Assodélate shall extend the protections of this Addendum to the
PHI and limit further uses and disclosures to the purposes that make the return or destruction of the PHI
infeasible. This shail also apply to all agents and subcontractors of Associate. The dity of the Associate
and its agents and subcontractors to assist the Agency with any HIPAA required accounting of
disclosures survives the temmination of this Addendum.

-b. Termination For Cause. Agency may terminate this Adderdum ¥ at any time it
determines that the Associate has violated a material term of the Addendum. Agency may, at its sole
discretion, allow Associate a reasonable period of time 10 cure the material breach before termination.

c. Survival. The respective rights and obligations of Associate under Section 3.k of
this Addendum shall survive the termination of this Addendum.

5. General Provisions/Qwmership of PHL

a. Retention of Ownership. Ownership of the PHI resides with the Agency and 15
to be retumed on demand.

. b, Secondary PHI. Any data or PHI generated from the PHI disclosed hereunder
which wouid permit identification of an individual must be held confidential and is aiso the property of
Agency.

) C. ‘Electronic Trapsmission. Except as permiifed by law or this Addendum, the
PHI or any data generated from the PH! which would permit identification of an Individual must not be

transmitted o another parly by electronic or other means for edditional uses not authorized by this
Addendum or to another contractor, or atlied agency, or affiliate without prior written approval of Agency.

d. No Safes. Reports or data containing the PHI may not be soid without Agency's
arthe affected Individual's wiitien consent.
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e. No Third-Party Beneficiaries. Nothing expiess or implied in this Addendum is
intended to confer, nor shall anything herein confer, upon any person other than Agency, Assaciate and
their respeclive successors or assigns, any rights remedies, obligations or liabilities whatsoever.

f. interpretation. The provisions of this Addendum shall prevail over any
provisions in the Agreement that may conflict or appear Inconsistent with any provisions in this
Addendum. The interpretation of this Addendum shall be made under the laws of the state of West

Vimginia. i

4. Amendment. The pariies agree that to the exient necessary fo comply with
applicable law they will agree fo further amend this Addendum.

h. Addifional Terms and Conditions, Additional discretionary terms may be
included in the release order or change arder process.

i. Applicability, If the Agency which executes the Release QOrder and Agreement
to participate in the underiying statewide contract is not a HIPAA covered eptity, per 45 CFR § 160.103,
or if the vendordoes not use or disclose any PH, this Addendum shall be null and void.

AGREED:

Name of Business Associate: Paul E. Leary, Jr.

- I

Signalure: z >£ 24

L

Title: CFO

Date: Septemb'er3,_2_910-

Agency: David Tincher, Director, Purchasing Division, Department of Administration, on behalf of all staie
agencies executing 3 release order to the underlying contract to which this Addendum is appended.

Signature

Title:

Date:

APPROVED AS TO FORN PRIGR TO

NOWLEDGEMENT THEREOF, THIS
day of + 200

DARRELL V. McGRAW, JR.




State of West Virginia Department of Administration
RFQ# DEBT10 Debi Collection Services
September 8, 2070: 1:30 P.M.

Section 2 — Executive Summary
INTRODUCTION

EOS CCA welcomes the opportunity to respond to the State of West

The EOS CCA contact for all Virginia’s request for proposal for debt collection services.

matters related to this proposal

e FOS CCA also desires 1o serve the State of West Virginia with a proven

Lynn Loring approach to debt collection that generaies maximum return to the state
Regional Director of Business agencies and political subdivisions and also makes it easy for you to do
Development business with us. EOS CCA is recognized for its exceptional commitment

800-886-9177, ext. 4180
Fax: 781-681-5196
lynn.loring@eos-cca.com

to client service, and we feel confident that our resources and techniques
will provide the State of West Virginia the best overall results of any
agency.

EOS CCA was incorporated on January 9, 1991 in the Commonwealth of
Massachusetts. Several of EOS CCA's upper management team have
been with EQS CCA since its inception and have transformed EOS CCA
into a leader among national and international accounis receivable
management corporations with an annual average growth rate of
between 25-30%.

A 2001 merger of resources with EOS, one of Europe’s largest accounts-
receivable outsourcing companies, expanded EOS CCA's presence
worldwide. EOS employs over 4,200 professionals in the United Kingdom,
Germany, and other principal countries in Europe. EOS CCA, as the EOS
United States Recovery Management Division, is part of a truly
international single-source solution partner for accounts receivables
management and responsive customer care, with unmatched global
resources and experience.

EQS CCA is a recognized leader in account-recovery. EOS CCA recovery
teams managed over $5 billion in accounts placed in 2009 for state and
federal government contracts, higher education, healthcare, commercial,
telecommunications, and banking.

EQOS CCA's ongoing investment in technology has resulted in a
customized system that links all of our call centers for rapid resource
deployment and optimal contract execution. Enhanced by industry-

¥
m EFOS CCA — With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 020671

Telephone: 800-886-9177  www.eos-cca.comcom  Fax: 787-687-4358
© 2010 EQS CCA
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The address for Debt Collection
Services Contract for the State
of West Virginia will be:

EOS CCA
700 Longwater Drive
Norwell, MA 01061
Toll Free: 800-886-9177
Fax; 781-681-5196

WWW.E08-CCa.,Cotn

EOS CCA started out as a one-
person operation in 1991, and
now just 19 years later, EOS
CCA employs over 900 people,
including over 600 permanent
collectors with annual sales in
2009 of $4.75 billion. Sales of
$5.5 billion are expected in
2010.

State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2070: 1:30 P.M.

leading technical resources, EOS CCA has the organizational structure to
produce maximum results and exceptional client service in a complaint-
free environment.

EOS CCA is fully qualified and authorized to provide comprehensive,
diligent, and innovative services to the State of West Virginia. All aspects
of the State of West Virginia's debt collection contract, including
collections, skip-tracing, data processing, accounting, reconciliation, and
management and control of the contract will be at our corporate
headquarters located in Norwell, Massachusetts.

EOS CCA’s headquarters are where some of our most experienced client
service managers, key account coordinators, IT staff and Collectors are.
Most of our government and education contracts are worked in our
Norwell office and all personnel assigned to the State of West Virginia's
debt coliection services contract will be pulled from this pool of highly
trained professionals.

This Executive Summary provides an overview of EQS CCA's relevant
experience, financial strength, and program plan. These areas are covered
in more detail throughout the entirety of this proposal response.

OPERATIONS PROFILE

EOS CCA's organizational structure and wealth of resources support
nationwide coverage. EOS CCA has seven regional centers across the
country and we are prepared to handle any level of inbound and outbound
communications, to manage sudden increases of account-placement
volume, and to respond rapidly to unexpected client needs with superior
client service.

In February 2001, the agency became the US debt-management arm of
EOS, one of Europe's largest accounts-receivable outsourcing
companies, a company which employs over 4,200 professionals in the
United Kingdom, Germany and elsewhere throughout Europe.

EOS Hoidings, (USA) Inc. holds 100% of EOS CCA stock. The address of
EOS, EOS CCA, and the directors and officers is:

A
m FOS CCA — With Head and Heart in Finance

700 Longwater Drive, Norwell, MA 02061

Telephone: 800-886-9177  www.eos-cca.comcom  Fax: 781-6871-4358

© 2010 EOS CCA
12



State of West Virginia Departrment of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010 1:30 P.M.

EOS Holding (USA) Inc.

700 Longwater Drive, Tolt Free: 1-800-886-9177
Norwell, MA 02061

Directors and Officers

Hans Werner Scherer Director Chairman
Paul E. Leary, Sr. Founder/Director
Paul E. Leary, Jr. CEO/Director

Paul E. Leary, Jr, President and Chief Operating Officer, EOS CCA

Candice O'Brien, Senior Vice President,
Strategic Business Development, EOS CCA

Brittiany Leary, Senior Vice President of Operations, EOS CCA

The officers of the company, responsible for its day-to-day operations and
EOS CCA's success, are:

Paul E. Leary, Jr,, President and Chief Operating Officer

Candice E. O'Brien, Senior Vice President,
Strategic Business Development

Brittiany Leary, Senior Vice President of Operations

o
m ECS CCA - With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 02061
Telephone: 800-886-9177  www.eos-cca.com.com  Fax: 781-687-4356

© 2010 £EOS CCA
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State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010; 1.30 P.M.

Key Management

Paul Leary Jr. is the President and CEQO of EOS CCA, and is assisted by
key personnel who have been with the company since it started 19 years
ago. Through dynamic leadership and an unwavering commitment to
client service, EOS CCA continues its record of corporate growth. From
January 2000 to December 2009, we have more than tripled our staff

Candice E. OBrien, Senior Vice President, Strategic Business
Development, with EOS CCA since 1994, has extensive experience in
management, operations, analytics and strategy development. Most
recently, she was VP of Operations, where she was a leader to the Quality
Assurance Team, Analytics and Strategy Department, and all the
Regional Recovery Centers, creating a proactive culture within these
departments that is client-focused and solution-driven. Currently, Ms.
O'Brien is focused on providing customized solutions to attain our goal of
exceeding our clients' expectations. She has a Master's degree in
Business Administration, held a lead faculty position with the University of
Phoenix, is the Membership Chair and a Director of a division of ACA's
Collectors Association and sits on SoundBite's Collection Advisory Board.

Brittiany Leary, Senior Vice President, Operations, has been with EOS
CCA since 1996 and is currently responsible for the overall operations of
the U.S. Department of Education contract. The ED contract is a 200-plus
operation and one of the most competitive in our industry. Ms. Leary
previously held the position of Eastern Regional V.P. of Operations and
has experience in Finance, Client Services, and ACA Healthcare. She
holds a BS in Finance from the University of Tampa.

Lynn Loring has 25 years of experience in the collection industry, 15 of
them with EOS CCA, and she would be the Project Manager for the State
of West Virginia's Debt Collection contract. Ms. Loring has served as the
Project Manager for the Commonweaith of Massachusetts Debt
Collection contract, as well as The State of Oregon, The State of South
Carolina, EdFund, and several other major collection contracis

A summary of all other key managers’ backgrounds, experiences, and
responsibilities can be found on the following pages.

EOS CCA — With Head and Heart in Finance

700 Longwater Drive, Norwell, MA 02067

Telephone: 800-886-9177  www.eos-cca.com.com  Fax: 781-681-4358

@ 2010 EOS CCA
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State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collectionr Services
Septermber 8, 2010: 1:30 P.M.

Resumes of Key Personnel

Pau I 'Lééry,. .Jr, Ch ief Executiﬁé .- Oﬁi&:el% { 7 iy'ear_s: : of i.éé)_{'p.eri é:n'_c: :_ .-: aI ] wit_h: : EOS CCA} : : 2 _

Paul Leary, Jr. became EOS CCA's Chief Executive Officer in Aprit 2001. Responsible for the ultimate
oversight of all regional operations, corporate recoveries, IT, finance, and project coordination, he served as
the company's president for six years. Prior to joining EOS CCA in 1993, Mr. Leary participated in the
financial management and analysis of a $100 million aerospace facility for General Electric. Mr. Leary is a
graduaie of Boston University.

é_'.Candace E. OBrten Sr .: >
'W|th EOS CCA)

Candice E. O'Brien, Senior Vice President, Strategic Business Development, with EOS CCA since 1994,
has extensive experience in management, operations, analytics and strategy development. Most recently,
she was VP of Operations, where she was a leader to the Quality Assurance Team, Analytics and Strategy
Depariment, and all the Regional Recovery Centers, creating a proactive culture within these departments
that is client-focused and solution-driven. She has a Master's degree in Business Administration, held a
iead faculty position with the University of Phoenix, is the Membership Chair and a Director of a division of
ACA's Collectors’ Association and sits on SoundBite’s Collection Advisory Board.

j: :_Bnttlany Leary Semor Vlce F’reSIdent of Operatlons (1 yearsofexpenence, aIIW|thEOSCCA) B

Brittiany Leary, Senior Vice President, Operations, has been with EOS CCA since 1996 and is currently
responsible for the overall operations of the U.S. Department of Education contract. The ED contract is a
200-plus operation and one of the most competitive in our industry. Ms. Leary previously held the position
of Eastern Regional V.P. of Operations and has experience in Finance, Client Services, and ACA
Healthcare. She holds a BS in Finance from the University of Tampa.

Y
@ EOQS CCA — With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 02061

Telephone: 800-886-9177  www.eos-cca.comcom  Fax: 781-681-4358
@ 2010 EOS CCA
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State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010: 1:30 PM.

Peter Doolan Corporate Vice Pres&dent of Busmess Deveiopment (over QO years of experlence 15
years with EOS CCA) ' : AR . _ .

Peter Doolan, with more than 20 years of experience in the higher education collection industry, is an
expert at guiding large higher-education portfolios and knows how fo ensure that EOS CCA client
expectations are not only met, but exceeded. Mr. Doolan's management experience was honed at
American Credit & Collections (Payco Acguisition), Wiley Manufacturing, General Dynamics Corporation,
and Bethlehem Steel Corporation. Mr. Doolan earned a B.S. and M.B.A from Noriheastern University.

ears ex;)enen ce 15 years W|th EOS

Lynn Lering, Director of Business Development, has 25 years of experience in Higher Education
collections, marketing, client service, and personnel coordination, and has been employed with EOS CCA
for 15 years, Ms. Loring has overseen several large higher education contracts including the
Commonwealth of Massachusetts Debt Collection Contract, State of Rhode Island Collection Services
Contract, as well as several other colleges and universities, and has managed numerous multi-million dollar
contracts for other organizations. Ms. Loring has the experience and knowledge to effectively be the
Project Manager for the State of West Virginia debt collection services contract.

Mark Alves, Vice President of IT (20 years of exp -|ence, _fwe (5)_'w'|th EOS CCA)

Mark Alves has over 20 years of diverse leadership experience in varicus business environments. Mr.
Alves has a proven record of interfacing with higher education clients such as the U. S. Department of
Education and EdFund and leading IT teams to achieve business resulis in all stages of systems
development, and has an intimate knowledge of project management, the migration of legacy systems, and
business process engineering. Mr. Alves was chosen to head our [T Department largely because of his
strong personnel management skills in system/network administration and software development, and
because EQS CCA clients have made special efforts to compliment his work and his inferaction with client
personnel. Mr. Alves earned a B.S. at Westfield State College, and his M.S. in Management Information
Systems (MIS) at Bentley University.

——
i - EQS CCA — With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 02067

Telephone: 800-886-9177  www.eos-cca.comcom  Fax: 781-681-4358
© 2070 EOS CCA
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State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010: 1:30 P.M.

_Susan Glordano, Dlrector of Compllance and Rlsk Management (1 1 years of expenence sux W|th
_'EOS CCA) L : : -

Susan Giordano is an attorney and our in-house counsel. Ms. Girodano makes sure we are in compliance
with all laws and regulations and oversees all regulaiory and licensing issues, litigation and professional
liability matters, review and approval of contracts and leases on behalf of the company, and serves as our
HIPAA Privacy Officer. Ms. Giordano is a graduate of Bentley University and Boston College Law School.

:'Steve Masters Eastern Reglonal Vrce Pre5|dent Oper"tlons (over QO years of 'expenence 6 w;th.ﬁ

Steve Masters, Eastern Regional Vice President of Operations, is responsible for contract collection
results. Mr. Masters is a proven industry veteran with over 20 years of call center management experience
with such companies as Outsourcing Solutions, Inc, and as an outside consultant specializing in first party
programs. Mr. Masters has also managed first-party Student Default Prevention and third-party Bad Debt
Student Loan recovery portfolios.

cars of experince, all with EOS

Bob McGonigle was recently promoted to Director of Norwell Core Operations, after successtully
managing the U.S. Asset Management Recovery Group for the past two years. Mr. McGonigle, who has
been with EOS CCA since 2002, previously managed the Norwell, Massachusetts core collection group.
Mr. McGonigle will ensure superior colleciion results for the State of West Virginia Department of
Administration.

: Damel!e Favazza Dlrector of Operatrons for Default Preventlon and Government Contracts (QOI,E
years experlence 10 years wrth EOS CCA) ' ' - - : : :

Danielle Favazza, Director of Operations for Default Prevention and Government Contracts, has some
twenty years of collection industry experience, half of it with EOS CCA. Her collection and supervisory

Y
@ EOS CCA - With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 02061

Telephone: 800-886-9177  www.eos-cca.comcom  Fax: 781-6871-4358
© 2010 EQS CCA
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State of West Virginia Departrment of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010: 1:30 P.M.

experience includes working in a number of different vertical markets, including government, education,
communications, and healthcare. Previously, she held the positions of Training and Audit Manager /
Operations Manager and Director of Operations on the U.S. Department of Education contract. in these
positions, she implemented work flows, standard operating procedures, and recovery strategies. Ms.
Favazza will monitor recovery team technigues to ensure that the State of West Virginia's compliance
requirements and recovery objectives are met.

Patty _st{iéé:'-Méh'égér, Recover.y"and Opefgtidhs. Services (20 _.yeérs' of "'ex.pe:_rién_ce; 11 with EOS

Patty Justice, Manager of Recovery and Operations Services, has over 20 years experience within the
collection industry with a concentration in Higher Education. Ms. Justice has been with EOS CCA for 11
years and has held prior position as the Corporate Director of Client Services and Legal Coordinator. Her
experience encompasses all aspects of project operations including managing, organizing, and scheduling

contract deliverables, implementing quality control procedures, overseeing work performed by project staff,
and ensuring client satisfaction.

Y
m EQS CCA — With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 02061
Telephone: 800-886-8177  www.eos-cca.com.com  Fax; 781-687-4358

©® 2010 EOS CCA
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State of West Virginia Department of Administration
RFQ# DEBT10 Debt Colflection Services
September 8, 2010: 1:30 P.M.

OVER 16 YEARS OF SUCCESSFUL PERFORMANCE
FOR GOVERNMENT ENTITIES & HIGHER
EDUCATION

We are a company large enough  Founded in 1991, EOS CCA provides quality services in accounts
to provide comprehensive receivable outsourcing. Collection activities are our exclusive focus, and

services at consistently high . L .
quality, but small enough to we presently serve government agencies within the following states:

work closely with you on a

personalized level. o California * Massachusetts
» Connecticut * Pennsylvania
* Florida ¢ Rhode Island
s lllincis
e South Caralina

As demonstrated in the foliowing chart, for state government contracts
EOS CCA received approximately $5 billion in placements in 2009 for
various types of accounts, including overdue taxes, fines, levies, motor
vehicle license fees and tickets, and lottery debt.

Placements Received for Collection in 2009
All EOS CCA Divisions
$ Value of Qverall Percentage of
Accounts Assigned Educaticn Placements
1.843,127,849 36.3%
Higher Education - B _ : ’
100,051 30.8%
Government Confracts 1,563,10¢ ’
' . 643,577,313 12.9%
Telecommunications
487,592,201 9.8%
Medical 4 °
. 273,761,942 57%
Commercial '
. 212,786,844 o 45%
Qutsourcing _
' 23, ' 100%
TOTAL PLACEMENTS 5,023,946.200 b

Since its inception, EOS CCA has been providing collection services to

A
m EQS CCA - With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 02061
Telephone: 800-886-9177  www.eos-cca.comcom  Fax: 781-681-4358
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State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010: 1:30 P.M,

colleges and universities throughout the United States. In addition, EOS
CCA also provides collection services to the U. S Department of
Education, four alternative debtor loan lenders and two guarantee
agencies.

The following chart breaks down all education debt placed in 2009.

# q_f-AGcoiints_ s Value of Overall Percentage of
Assigned -Accounts Assigned | Education
Placements
Campus Based Receivables 36,588 | 73,725,115 4.0%
' Private Lenders ' 59,408 | - 118,697,433 6.44%
Guaranty Agencies : 33,511 41,654,689 2.26%
Department of Education 1918412 | 1,609,080,612 87.3%
TOTAL HI_GHER y ' 2,047,919 1,843,127,849
| EDUCATION PLACEMENTS : '

QOur message of quality services is focused on our commitment to
providing true service to both you and your debtors at the level of the
individual. This is what makes our message and our method unique in the
collection industry. '

FINANCIALLY STRONG AND STABLE

EOQS CCA has the financtal In addition to having experienced personnel who provide our clients with
resources to maintain a knowledgeable, ethical and efficient collection efforts, EOS CCA is a
consistently intense debt i ially st wately-held that dedicate th

collection recovery project. We inancially strong, privately-held company that can dedicate the resources
have the personnel, technical necessary to generate maximum recoveries throughout the life of any
support, and infrastructure to contract. EOS CCA is a company with impressive financial security that is

handle any unexpected events documented in our audited financial statements with:
over the life of the contract.

e $55 million in revenue for our last fiscal year
* Average annual growth rate between 25 to 30%

The financial assets and resources of EQS CCA have allowed us to
effectively start-up and maintain the U. S. Depariment of Education

A
m EOS CCA — With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 02067
Telephone: 800-886-9177  www.ecs-cca.comcom  Fax: 781-687-4358
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State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010: 1:30 PM.

collection contract including space, work stations, Ontario FACS
terminals and telephone systems for 200 additional employees.

Upon request, EOS CCA wil provide copies of our audited financial
statements on an annual basis to the State of West Virginia.

A PROGRAM PLAN FOR MAXIMIZING RETURN,
DELIVERING QUALITY SERVICES, AND
MAINTAINING FULL REGULATORY COMPLIANCE

EOS CCA will develop a EOS CCA proposes to provide debt collection recovery services to all of

customized and effective debt the state agencies and political subdivisions of the State of West Virginia

collection recovery plan for each that t q ibed levels of perf We will dilicent]

state department and agency. at meet or exceed prescribed levels of performance. We will diligently
pursue all debt collection methods available on all referred accounts,
regardless of the age, amount, or type of debt.

EOQS CCA is a diversified collection agency providing services for many
different industries. To provide outstanding services and recoveries, EOS
CCA has divisions for each industry we serve, which include dedicated
client service representatives, collection staff and management.

EOS CCA proposes to provide professionally trained personnel from each
of our divisions to meet the needs of all of the state agencies and political
subdivisions of the State of West Virginia.

At a minimum, EQS CCA will use our Government Collection Division,
Tax Recovery Division and the Higher Education Division.

EOS CCA’s detailed collection plan is in Section Il of this proposal.

EOS CCA OFFICE RESOURCES

EOS CCA has the necessary EQS CCA’s organizational structure and wealth of resources support

resources to immediately begin - \tionwide coverage. In addition to our Headquarters, EOS CCA has

and maintain a successful .

relationship with the State of seven (7) regional centers across the country and we are prepared to

West Virginia. handle any level of inbound and outbound communications, to manage
sudden increases of account-placement volume, and to respond rapidly to

unexpected client needs with superior client service.

EOS CCA employs nearly 1,000 people, including over 600 permanent

o
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EOS CCA’s activities are guided
by our EOS CCA mission
statement:

To provide receivable services
of the highest ethical and
moral standards,
to accomplish unparalleled
results anchored by a
philosophy of performance
and client commitment,
and to provide personal
growth and opportunity to all

AV
o ccr

Telephone: 800-886-9177

State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010: 1:30 P.M.

full-time collectors, with annual sales for 2009 of nearly $5 biltion dollars.

While headquartered in Norwell, Massachusetts, EOS CCA is truly an
international accounts receivable management company with unmatched
global resources and unmatched debt-collection experience.

Healthcare Regional Center
EOS CCA

20 Minuteman Way
Brockton, MA 02301

Toll Free: 866-812-4222
Fax: 508-584-2358&

Mountain Regional Center
EQS CCA

7900 E, Union Ave. 3rd Floor
Denver, CO 80237

Toll Free: 800-321-1108
Fax: 720-529-9845

Southwestern Regional Center
EQS CCA

4099 McEwen Road, Suite 700
Dallas, TX 75244

Toll Free: 800-388-4704

Fax: 972-661-2487

Western Regional Center
EOS CCA (formerly California Service Bureau)
9 Commercial Blvd,, Suite 201
Novato, CA 94949
Toll Free: 800-268-9808
Fax; : 415-892-8429

Corporate Headquarters
EOS CCA

700 Longwaier Drive
Norwell, MA 02061

Toll Free: 800-886-G177
Fax: 781-681-4340

Midwestern Regional Center
EQS CCA

8201 West 183rd Street
Tinley Park, IL 60487-9220
Toli Free; 80C-700-0220
Fax: 708-342-2498

New York Regicnal Center

ECS CCA

300 Canal View Blvd,, Suite 130
Rochester, NY 14623

Toll Free: 800-947-6770

Fax: 585-256-2238

COMMITMENT TO PARTNERSHIP

EOS CCA's mission is to partner with the State of West Virginia. EOS
CCA will serve each department and agency of the State of West Virginia
by tailoring our resources — personnel, collection systems, finances, and
customized programs to each department or agency’s organizational
mission, visicn, structure, and processes.

EOS CCA's 19-year record of performance success has a solid
foundation in the values shared by associates across the couniry:
Integrity, Commitment to Clients, Exceptional Work Ethic, Teamwork,
Respect for Individuals, Diversity and Equal Opportunity. in our
corporate culture, these are more than mere words: they are the guiding

FOS CCA — With Head and Heart in Finance

700 Longwater Drive, Norwell, MA 02081
Fax: 781-681-4358

WWW.e08-CCa.com.com
© 2010 EOS CCA
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our staff. principles of every individual and corporate activity.

These values inspire the way EOS CCA serves clients who rely on EQS
CCA professionals for quality results, timely and accurate
communications, and full regulatory compliance. With a collection
strategy, performance-driven culture, and common mission, EOS CCA
demonsirates that excellence, integrity and commiiment go along with

success and growth.

A
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700 Longwater Drive, Norwell, MA 02061
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Section 3 — Minimum Qualifications

PREVIOUS EXPERIENCE

EOS CCA has extensive EOS CCA provides superior debt recovery services to over 1000 clients

experience with State nationwide, covering all 50 U.S. states, Puertc Rico, and Guam. We are
Government Contracts

and can immediately and positioned with the automated recovery resources and legal network necessary
effectively provide the to provide the very best local, national and global services.
State of West Virginia
with collection services. Over $5 billion was placed with EOS CCA from the following major markets:
Government Coniracting Federal, State and Local. Taxes, child-
support, fines and fees.
Education Campus-Based Loan Programs, Debtor
Receivables and Federal and State Guaranty
Agencies
Healthcare Hospitals and Physicians' Practices
Insurance Deductibles, Workman's Compensation, and
Subregation
Retail and Banking Loan and Credit Card Collections
Telecommunications Landline and Wireless

EOS CCA is well versed in meeting the needs of a multi-department collection
contract. With EQS CCA's experience in managing large State Government
Contracts encompassing state departments and offices as well as colleges and
universities, we can immediately begin to provide collection services fo all
entities of the State of West Virginia.

Often, when working with state governments, we serve many different entities
simultaneously. Each entity is treated as a separate client and receives an
individual effort to match its operating processes, standards, and special needs.

N
m EOS CCA — With Head and Hear! in Finance
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EOS CCA has been providing collection services to colleges and universities
and io federal, state, and local governments since 1991. Several clients,
including the Commonwealth of Massachusetts, began parinerships with EQS
CCA in the early 1990's, and remain clients today.

Within the Government Collection Division, EOS CCA has extensive
experience with collecting public sector debt, including:

Workers Compensation
Motor Vehicle License Fees and Tickets
Environmental Fines
Insurance Subrogation
Various State Fines, Levies, and Judgments
e Child Support
o Tax and Revenue
e Lottery Debt
¢  QOverdue Taxes:
o Excise/Autc Taxes
Property Tax
Personal Income
Withholding
Corporate

¢« & & @

cC o C 0

The Higher Education Cotlection Division has highly professional individuals
with extensive training in the federal regulations governing the various federal
student loan programs and experience in recovering all student debt, EOS CCA
has been recovering all debtor debt types, including tuition and fees, campus-
based federal student loans and institutional loans since 1991.

In addition to providing collection services to the U. S. Department of
Education, four alernative student loan lenders and two guarantee agencies,
EQS CCA currently provides collection services to over 70 colleges and
universities located throughout the United States.

N
m EOS CCA - With Head and Heart in Finance
700 Langwater Drive, Norweil, MA 02061
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REFERENCES — STATE AGENCIES & DEPARTMENTS

Massachusetls Department of Revenue Contact Persen Name: Allan Witlard, Quality
Assurance Program Manager

Address: 100 Cambridge Street
Chelsea, MA 002114

Phone: 617-887-6634

E-mail Address: Willard@dor.state.ma.us

Types of Supplies/Services Provided and Dates Provided/Contracted: EOS CCA has been providing collection
services for the Massachusetts Department of Revenue since June 2003. EOS CCA provides collection
services far highway damage.

Connecticut Department of Administrative Contact Perscn Name: Kathy Sobieski, Manager,
Services Delinguent Accounts
Address: 165 Capital Avenue

Hartford, CT 06106
Phone: 860-713-b459

E-mail Address: KathleenSobteski@CT.gov

Types of Supplies/Services Provided and Dates Provided/Coniracted: EOS CCA has been providing services to the
CT Department of Administrative Services since July 2004 to collect on out of state unemployment taxes.

Massachusetts State Lottery Commission Contact Persen Name: Michael Paull, Finance Dept.

Address: 60 Columbian Street
Braintree, MA 02184

Phone: 781-848-5b655

E-mail Address:

Types of Supplies/Services Provided and Dates Provided/Contracted: EOS CCA has been providing
personal property tax collection services for the Massachusetts State Lottery Commission since
Novermber 2004.

A
m FOS CCA - With Head and Heart in Finance
’ 700 Longwater Drive, Norwell, MA 02061
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REFERENCES — HIGHER EDUCATION

University of Massachusetts System Contact Person Name:  Elizabeth Reardon, Collection
Officer
Address: 406B Hicks Way

Amherst, MA 01003

Phone: 860-713-5459

E-mail Address: ereardon@admin.umass.edu

Types of Supplies/Services Provided and Dates Provided/Contracted: EOS CCA has been providing
pre-collection, collection services, and litigation services to the University of Massachusetts since 1991.

Florida State College Contact Person Name: Darlene Pike, Bursar

Address; 501 West Siate Street
Jacksonville, FL 32202

Phone: 904-632-3253

E-mail Address: dpike@fccj.edu

Types of Supplies/Services Provided and Dates Provided/Contracted: EOS CCA has been providing
collection and litigation services for Florida State College for the past five years.

Saint John's University Contact Person Name:  Patrick Breen, Bursar

Address: 8000 UWtopia Parkway
Jamaica, NY 11439

Phone: 718-990-6182

E-mail Address: pbreen@stjchn.edu

Types of Supplies/Services Provided and Dates Provided/Contracted: EOS CCA has been providing
collection and legal services to St. John's University since 1999.

&
m EOS CCA — With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 02061

Telephone: 800-886-9177  www.eos-cca.com.com  Fax: 781-687-4358
© 2010 EOS CCA
27



State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010: 1:30 P.M.

LICENSES, BONDS AND INSURANCE

EOS CCA maintains the necessary licensing, bonding and certifications 1o effect collections in
all U. S. states, Guam, Puerto Rico, and the Virgin Islands and has never been denied a license
or license renewal. The following is a copy of EOS CCA's Business Registration for the state of
West Virginia.

2009 |  wesrvmena | 2011

STATE TAX DEPARTMENT

BUSINESS REGISTRATION
CERTIFICATE

ISSUED TO:
COLLECTOING
- DBA COLLECTION COMPANY OF AMEH!CA
700 LONGWATER DR 2ND FL
NORWEL, MA 02061

BUSINESS REGISTRATION ACCOUNT NUMBER:  1006-3800

This centicate is issund for the réglatration pariod beginning: _ July 1, 2009
This certificate is valid uniit . S dJune 30, 211

This busmess |s Ilcensed as a collection agency.

This business fegfstra tion certificate is issued by
- the West Virginia State Tax Commissionar
in accarﬂance with: G‘hap tar 11, An‘m‘e 12 of the West Wymia Code.

The persan or arganrzaﬂan idantified on this cerlificate -'s registared
o conduct business in the State of West Virginia at the lacation above.

This sertificate is not usnafarral:le anﬂ nuist bo displayest at tha lseation for which issued,

ENGAGING 1N BUSINESS WiTHOUT WN"&PIE"UOUQLY FOETING A WEST VIRGINIA BUSINESE
REGISTRATION CEATIFICATE IN THE PLACE QF BURINESE IS A GHIME AKD MAY SUBJECT YOU
T FI’\IES PER W ¥A. CODE § 1149,

TRAVELINGETREE | ‘."L-.NDGHS wust carvy a sopy o thia cadficata in evasy vohiole operaied by therm.
GDNTHAGT’DHb DHILLNC‘ CPERATORE, TiMS ERLUGGEING DPEHAL IUN: Must have A eopy of
this certifinate displayet al every Job tte within West Virginia,

Wl 207 «E0
(EAPE 2 T

Y
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A complete list of licenses, certificates and registration numbers can be found in Section 6 of
this proposal. At the request of the State of West Virginia, EOS CCA will provide actual copies
of each individual license or certificates held that are required at the local, state, and federal
levels in the course of performance of provided services to the State of West Virginia.

A copy of EOS CCA's ACORD Insurance Certificate reflecting EOS CCA's insurance coverage
and providers can be found on the following page.

Upon notification of contract award, EOS CCA will have the State of West Virginia, including
state agencies and political subdivisions listed as additional insureds. In addition, upon
notification of award EOS CCA will obtain and maintain surety bonds in the amount of $5,000
for the State of West Virginia and will obtain a surety bond in the amount of $5,000 for each
state agency or political subdivision that utilizes EOS CCA for collection services.

EQOS CCA — With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 02061
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DATE (MWADDYYYY}
ACORD, CERTIFICATE OF LIABILITY INSURANCE 7/8/2010
PRODUCER (617} 472-3000 FAX: (617)472-7248 THIE CERTIFICATE IS [SSUED AS A MATTER OF INFORMATION
: 1latn Hurl T LL ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE
Burgin, Platner, Hurley Insurance Agency, LLC HOLDER. THIS CERTIFICATE DOES NOT AMEND, EXTEND OR
i4 Franklin St. ALTER THE COVERAGE AFFORDED BY THE POLIGIES BELOW.
Quiney MA 02169 INSURERS AFFORDING GCOVERAGE HAIC #
INSURED nsurRerA Valley Forge Insurance 20508
Collecteo, Inc., DBA: EOS CCA wsurer e Naticnal Fire Insurance 20478
700 Longwater Drive msurerc: Continental Casualty
INSURER 0:
Norwell MA 02061 INSURER £
THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE FOLIGY PERIOD INDIGATED, NOTWITHSTANDING ANY
REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHIGH THIS CERTIFICATE MAY BE ISSUED OR MAY PERTAIN,
THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN 1S SUBJECT TC ALL THE TERMS, EXCLUSIONS AND CONDITIONS OF SUCH POLICIES.
A i A 1 S SHOWN MAY HAVE B N RED DBY FAID CLAIMS.
) TYRE OF INSURMNCE POLICY NUMBER ”.?kr‘%"ﬁﬁf&é’:{r‘n‘* Wiy E&L‘E‘N”%" LIMITS
| GENERAL LABILTY EACH CCOURGENCE H 1,000,000,
X | COMMERCIAL GENERAL LIABILITY mm 3 100, 000
a | ciams mane occur| B2082495423 1/30/2010 | 1/30/201% | yen eus taey one paom 15 10,000
|| PERSONAL % ADW INJURY |5 EXCILIDED
e | GENEFAY AGGREGATE $ 2,000,000
GEN'L ABGREGATE LIMIT APPLES PER; PRODUCTS - GOM E] 2,00¢,000]
[ Jeouer[ | £ Loc
| AuTomoBLE LABIETY COMBINED SINGLE LIMT
- o ooty 5 1,000,000
B | | au owneD auTOS SAP2087740942 9/20/2008 | 8/20/2010 | goopymaury s
|| scvEDuED AUTOS {Par persen)
| X | wrep auTos BODILY INJURY s
{ % | NON-OWNED AUTOS Par accidant]
I PROPERTY DAMAGE s
{Per aictident}
| caracE LasiLTY AUTO ONLY  EA ACCIDENT _|$
|| mar aure OFHERTHAM ~ _EAACC IS
AUTO QNLY: GG |5
EXCESSIUMBRELLA LIARLITY | EACH OCCURRENCE 3 4,000,000
E OCCUR CLAIMS MADE | AGGREGATE E3 4,000,000
| $
C | | peEDUCTIELE B2052072405 1/30/2010 | 1/30/2011 s
X | RETENTION _§ 10,000 .
WORKERS COMPENJATION AND WG ETATU. OFH-
EMPLOYERS' LABILITY ——Immm [ &
ANY PROPRIETOR/PARTNER/EXECUTIVE EL. EACH AGTIDENT L]
OFFICERMEMBER EXGLIDED? L DISEASE « EA EMPLOYEELS
IF yes, describe under —'7
SRECIAL PROVISIONS below E.L OISEASE - POLICY LIMIY |S
O |oTHER EEC Coverage 425166557 /172010 7/1/2011 Tamit: $1, 000,000
Pidelity 104017601 4/1/2010 4/1/2011 [piwmie: £4,000, 000
DESCRIFTION OF OPERATIONS/LOCATIONS/VEHICLESIEXCLUSIONS ADDED BY ENDORSEMENTISPECIAL PROVISIGNS
Evidence of Insurance
CERTIFICATE HOLDER CANCELLATION
SHOILD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE THE
For Propesal Purposes Only EXPIRATION DATE THEREOF, THE ISSUING INSURER WILL ENDEAVOR TO WAL
L0 oAYs WRITTEN NOTICE TO THE GERTIFICATE HOLBER NAMED TO THE LEET, BUT
FAILURE TO DO 80 SHALL IMPOSE KO OBUGATION OR LIABILITY OF ANY KIND UPON THE
INSURER, IT6 AGENTS OR REPREBENTATIVES.
AUTHORZED REPRESENTATIVE
- PRSP
K Bessa, CIC, CISR/CC "F““"f

ACORD 25 {2001/08) 2 ACORD CORPORATION 1988

[T P O SR Y TR | JSUpUNT RSP T Py RPPNPURHE JURp USRI F 7PN 1 LTSRS

EQS CCA — With Head and Heart in Finance
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Section 4 — Collection Methodology & Procedures

EOS CCA’S COLLECTION METHODOLOGY

EOS CCA will develop a EOS CCA is a diversified collection agency handling several debt
customized and effective debt  ,,Hglis, To effectively provide outstanding services to our clients, EOS
collection recovery plan for CCA maintains dedicated divisional d t ts h portolio T
cach state department and maintains dedicated divisional departments for each portfolio type.
agency. Within each of the divisional depariments, EOS CCA has dedicated
professional staff members - from Collectors to vice presidents — who will
work a specific portfolio type and no other business. EOS CCA never

crosses responsibilities of the divisional departments.

The State of West Virginia's Debt Collection Services accounts will be
placed within two of EOS CCA'’s divisions; the Government Collection
Division and the Higher Education Collection Division. These two
divisions are both located at EOS CCA's headquarters in Norwell,
Massachusetis.

EQS CCA proposes to provide debt collection recovery services to all of
the departments and agencies of the State of West Virginia that meet or
exceed prescribed levels of performance. We will diligently pursue all debt
collection methods available on all referred accounts, regardless of the
age, amount due, or account status,

EQS CCA's methods and procedures fully comply with the ethics and
standards of the American Collectors Association as well as with all
federal, state and local regulations affecting collections.

With EOS CCA's extensive firaining, experienced staff, technical
capabilities, internal structure, and resources EOS CCA can provide
outstanding collection results for the State of West Virginia.

Throughout the life of the contract, EOS CCA will continue to modily the
strategic work plan as needed in order to maintain maximum results for
the State of West Virginia.

EOS CCA will create and maintain unique and specific Client Numbers for
each department and agency and for each program(s), and placement

A
m EOS CCA — With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 02061
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© 2010 E05 CCA
31



Minimum work standards
include written demand notices
followed by a series of
telephone contacts.

State of West Virginia Department of Administration
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tier. This approach aflows EOS CCA to assign specific debt collection
accounts to specific departments and provides an uniimited access to
customized reports and allows any state department, agency or the State
of West Virginia to follow the placements and recoveries on a
micromanagement level,

EQOS CCA will provide separate reports for each department's program(s);
provide a summary report combining all aciivity, or both, on a quarterly
basis. Reports can be provided in a variety of sort orders such as social
security number, debtor name or placement date and can be provided in
any media requested.

EOS CCA can provide the State of West Virginia a full range of collection
services at consistently high quality. Available core services include, but
are not limited to, the following:

o Customized pre-collection call campaigns

o Customized pre-collection letter campaigns

+ Billing services

+ Data preparation activities

e Qutgoing calls to debtors, with emphasis on “Prime Time"

¢ Receiving incoming calls from debtors (using a contract-specific
“800" number)

e Sending demand letters to debtors
¢ Managing payment arrangements

» Skip tracing bad phone numbers and/or addresses (including
place of employment, references, and credit lines)

¢ Using unattended dialer activity to increase call-backs and
contacts

¢ |Legal recommendations/services
¢ Credit Bureau reporting
e Standard and specialized management reports

Minimum work standards include written demand notices followed by a
series of telephone contacts as well as comprehensive skip-tracing.
Services will meet compliance requirements of the state and federal
levets. Reporting and payment processing will meet strict standards of
timetiness and reliability.

A
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A Collector’s daily telephone
procedures will be monitored
by the unit supervisor

L
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Telephone Communication

After daily unit and individual meetings to discuss goals, objectives and
special situations, collection activity will begin. Each day, the Collector will
work account files in the following sequence:

Broken promises to pay. The Collector always handles these
accounts first, sending out a broken-promise letter to the debtor and
making daily attempts to reach these debiors. Once contact is
renewed, the Collector stays in regular contact with the debtor until
payments are back on schedule.

Files not yet worked that were received within the previous 24
hours. All new files receive an initial dunning noticed, are placed within
a work queue within one day of receipt, and Collectors will begin
attempting to reach the debtors by telephone to discuss their
defaulted debtor loan.

Files that need specific time and date follow-up—an automated
function that ensures full due-diligence compliance.

Collector will then move into the ongoing active inventory until:

All rescheduled/timed call-backs are worked;
All future promises are worked;
Active files scheduled for the day are worked; and

o 0 O ©

Files that need re-processing and require immediate attention
are worked.

Files that must be worked in the evening (No answer; three
consecutive daytime contact attempts)

If accounts have telephone numbers, the Collectors make two attempts
each week to reach the debtor, regardless of balance size.

If accounts have no telephone numbers, but do have good addresses
where mail is being received, the collector will leave messages at places of
probable receipt, as allowed by state and federal law.

EOS CCA — With Head and Hearl in Finance
700 Longwater Drive, Norwell, MA 02061
Telephone: 800-886-9177  www.eos-cca.comecom  Fax: 781-661-4358
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Example of Collector Call Script

To ensure customer-focused ielephone techniques, EOS CCA collection representatives use a proven,
approved call script and receive monitoring from supervisors. Collectors communicating with taxpayers in
Spanish use a translated script. The following table presents a sample call script that Collectors use to ensure
effective recoveries in compliance with applicable state and federal debt collection regulations.

Call Actio'n' DR T Sar'npiefStatemehts-.

1 |dent1fy the debtor/venfy curren’c-

-“Ms Smlth thls is a personal busmess ca!l To protect your
e address “priv

vacy and to vern‘y that | am speaking with the prope'r' L
p _rty may I have the Iast four dlglts of your socsal'secunty

ey uWI” you please _ver;fy your add]-essf?" LR

: Q -.: -'_Dtsclose collectlon mformatlon .__:“IVIs Smlth my name is [Collectlon Representatwe] Iam T
. "'-_:-.;(lncludmg Mini- M:randa) -

o - urgehoy methodr

Id you

4 : Bm[drapport e

: 5'.'._1‘_Descr|be debtors alternatlve L -.and_.'
i _sources of money. for. payment o ' '
e (egy ba_h_kS,-_credit-unioh
* " cards, cash advance from' e

'employer famliy/frlends etc) ST

: .-.“We cannot Iet thls debt go any fur’sher To av0|d pOSS|bIe :
S j-{further action and addltlonal fees can you make a payment
today‘?”' S : : = :

6. Expia:n consequences of not By
o ,paylng the debt '

."Cross CaII" | “F’Iease h_oid one moment T w:II get my superwsor to help

A
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All of EQS CCA’s written
communication is approved
by our general counsel, the
ACA, as well as the
Massachusetts Banking
Division.
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Written Communication

In addition to telephone contact, EOS CCA will send out many written
communications which are also subject to regulations. All letters are written in
accordance with federal and state regulations and are approved by our
corporate counsel.

Collection representatives can use the automated collection system to
generate situation-appropriate letters. The sequence of letters reflects the
stages of the collection process. The first notices explain that EOS CCA has
received the debtor's account and debtors are informed of their legal rights.

The initial collection letter is sent to the debtor on the same day the account is
received and additional collection letters are sent, at a minimum, every 30
days, or as necessary. Copies of EOS CCA's letter are available upon request.

Documentation of Attempted Work Effort

All activity performed by the Collector and any other EOS CCA staff member is
fully documented on the FACS Collector screen, which provides full audit trail
capability,. At any time, you can review account information for a full
understanding of activity performed on the account. This information includes

- both Collector activity as well as system-generated activity,

The following is a brief summary of information contained/ documented:

¢ Phone called made or received,
* Letters sent.

e Tactics or strategies used.

e Payments Promised.

e Bankruptey information.

¢ Beneficiary information.

¢ Spousal information.

¢ Skip-trace documentation.

+ Responsible party.

s Dispute information.

¢ Credit bureau reporting information, if applicable.

EQOS CCA — With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 02061
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Skip Tracing

We skip trace all accounts
regardless of age or
balance.

As with all collection services we provide, EOS CCA's skip tracing procedures
can be customized for each client to provide complete service and meet the
Commission's needs. EOS CCA provides nationwide skip tracing both as part
of the overall collection process and as a stand-alone service. Skip tracing is
performed on all referred accounts, and sometimes Collectors repeat the
entire process more than once,

At EQS CCA, skip tracing is primarily an automated function, ensuring the
client of full compliance with the Privacy Act, HIPAA, the FDCPA, the Fair
Credit Reporting Act, and all other applicable laws. Within 24 hours of account
approval and system update, we initiate an automated search to obtain one or
more of the following:

Correct Updated Contact information for
residential telephone near-bys or neighbers
address number(s)
Work phone Contact Other contact or identity
information for | verification data
relative

In addition, manual and online reference to one or more of the following
sources can be employed for qualifying accounts:

Accolaid Directory Credit Bureau Reports
Assistance
Accurint Metromail Telephone Books
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EOS CCA will develop and
provide any customized
reports required by the
State of West Virginia.
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State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010: 1:30 P.M.

Back-up National Tax Assessors - {o
information Change of . verify property
supplied by Address ownership or possible
Client Database landlord

(NCOA)
Street Registry, Vaier Registration
Directories for Depariment of
Address and Motor Vehicles
Nearbys {where

available)

EQS CCA absorbs the cost of using skip tracing tools, regardless of how many
times the skip tracing tools are used for skip tracing purposes. Services such
as Accolaid or Accurint charge sliding scale fees to EOS CCA depending upon
how much information is requested. Naturally, with some types of accounts,
more information, such as asset or business information, is necessary, for
other accounts, just the right address and telephone number will suffice to
enable the Collectors to contact the borrower and begin the communication,
counseling, and support that will end up in resolving the debt.

Reports

EQS CCA has eleven full-time computer programmers who can easily meet all
the reporting requirements described in RFQ DEBT10. All reports required,
and any other future reports, will be supplied io each state department or
office in any media iype requested and at whatever frequency desired.

Examples of EOS CCA's standard reports and remittance statements can be
found in Section 7 of this proposal.

Toll Free Number & EQS CCA Office Hours

Ali debtors will be able to reach a collection representative from 8:00 am. to
9:00 p.m. Monday through Thursday and 8:00 am. to 5:00 p.m. on Friday and
8:00 am. to noon on Saturday. Debtors will be able to leave voice mail
message for a call back if they call before or after office hours.

EQS CCA — With Head and Heart in Finance
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EOS CCA works all
accounts and all balances
aggressively. We stress
number of files worked and
quality of that work to
produce necessary
recoveries and to reach
collection goals. The
following work standards
will be used for this
contract and modified as
needed to match specific
requirements and attain
required performance
standards.

¥
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EOS CCA’s GENERAL COLLECTION PROCEDURES

In the EQS CCA collection approach, debtors reached under the provisions of
this contract will be able to contact live collection representatives through
letters, telephone (using a toll-free inbound line), and email.

We will achieve maximum liquidation will be achieved with the following
features and strategies:

e Six-day workweek and full coverage during "Prime Time” hours
(includes Saturdays and evenings)

s Account allocation for optimal collection representative workload and
effectiveness of liquidation

» Frequent live phone contact and automated correspondence

e 8:1 collector-to-supervisor ratio, frequent phone monitoring and
auditing of collectors

» Dedicated collection personnel

e Automated and tailored reports to allow monitoring of contract
performance

e Skip tracing databases for high-speed, reliable searching and locating
s Use of auto-dialer to maximize contacts

¢ Proven talk-off procedures io counter objections to repayment

o Availability of bi-lingual collectors (English and Spanish)

To maximize the collection rates, EOS CCA's strategy consists of credit
scoring of all account placed, allowing collectors to focus on a specific group
of debtors with high credit scores. This approach has proven to have an

_immediate impact on recoveries. In addition, each collector will have a

maximum of five-hundred (500) active accounts. Having & maximum five-
hundred (500) active accounts, coupled with our low supervisor to collector
ratio, the Ontario FACS system, dedicated collection personnel, and credit
scoring aliows EOS CCA to achieve the highest recovery rate possible,

With close supervision and assistance from the supervisors and managers,
each account is worked each week with appropriate action being taken — two
telephone calls per week, at least one appropriate dunning notice sent monthly
and performing all necessary and appropriate skip tracing functions.

EQS CCA — With Head and Heart in Finance
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Bright, highly trained
professionals will provide
outstanding collection
services for all state
departments and offices.
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EOS CCA's work plan is designed 1o ensure that we:

1) Meet all contract requirements
2) Provide superior collection results, and;
3) Create a positive experience for the debtor.

Collection Teams

EOQOS CCA's Collection Teams are second to none; with extensive training,
experienced staff, and technical capabilities, EOS CCA will be ready to provide
collection services for the State of West Virginia with no interruptions.

Each Collector assigned will receive files into a work queue with a maximum of
five-hundred (B00) active accounts, The coliector, with assistance from the
supervisors and managers, is responsible for all work within the work queue.
This allows our management team to closely monitor the work standards and
minimum performance requirements set forth by our clients.

Collector Experience

Due in large part to our dedicated collection professionals, EOS CCA has
grown at an average annual rate of 30%. Bright, customer-focused individuals
of all backgrounds choose fo work for EOS CCA because the company is
committed to providing all employees opportunities for professional and
personal growth. New collection professionals continue 1o join the EOS CCA
team, and some Colleciors have a decade of EOS CCA collection experience.

The following chart demonstrates EOS CCA's collector experience:

EOS CCA — With Head and Heart in Finance
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EOS CCA’s first objective is
to receive immediate
payment in full.

.
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Telephone: 800-886-97177

State of West Virginia Department of Administration
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EOS CCA Collector Experience 2010

Key: Years of Experience

g | Over five (5) years
[ ] { i-5vyearse
B ; 6 months — 1 year

B i 2 -8 months

B i Under 2 months

Collection Actions

On all initial contacts, the Collector identifies the call as from EQS CCA,
representing our client, the location, the debt, the criginal balance, the amount
due and demand an immediate repayment of the full amount due and make
appropriate arrangements. If that is not possible, the Collector functions in the
adherence to the Repayment Schedule and Collection Guidelines. The
Coltector also notifies the debter of proper mailing address, provides payment
coupons, if needed, and insures that personal checks, postal money orders,
ACH Payments, Western Union, MasierCard, Visa, wire transfer and certified
checks are the only acceptable methods of payments. The Collector will
instruct the debtor to make all checks payable to the creditor and provide
mailing information for payments and correspondence.

If the initial collection attempt is not met with success, the collector schedules
the debtor file for follow-up, not before three days and not longer than seven
days from the date of initial contact. The collector is responsible for working
the file and substantiating the status six times per 30 calendar days. If a file is
in a suspended status, it will not be worked until EOS CCA has been notified
to release the suspended status.

EQOS CCA - With Head and Heart in Finance
700 Longwater Drive, Norwell, MA 02061
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Standard Collection Approach & Repayment Agreements

FOS CCA's initial account resolution will always be payment-in-full is due. For
debtors who cannot or will not pay the account in ful, EOS CCA accepts
various repayment arrangements designed to liquidate balances in an efficient
manner based upon the debtor's ability and willingness to pay. While our
client's specific payment timing and payment amount criteria are factored into
repayment arrangements designed.

For debtors who cannot or will not make payment in full, collectors wil
negotiate appropriate monthly payment plans on the balances due with
consideration io the debior's current finances, using the following standards:

1) One-third down with repayment of the balance due to cover a period of
no more than six to twelve months.

2) If the first option is not possible, arrange for repayment of the entire
balance due over the next six to twelve months.

3) K the first and second options are not possible, assess the debtor's
financial status and set up an agreeable repayment plan.

All repayment agreements will be reviewed quarterly to reassess the debtor’s
current financial status and will make the necessary adjustments to their
monthly promised payment amount.

For debtors with repayment agreements, collectors will send out monthly
reminder notices for payment.

in the event of a broken promise, EOS CCA will send a reminder letter to the
debtor and will make daily attempts until contact is made. Once contact is
made, EOS CCA will stay in contact with the debtor until a new arrangement
can be reached. Broken promises to pay are the first calls that a Collector will
make in the morning.

Payment Methods

To achieve maximum recoveries and achieving successful repayment plans,
EOS CCA offers a wide variety or payment methods to debtors including:

e Western Union Quick Collect
e Credit Cards

Y
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BEOS CCA has over 16 years
of government collections.
EOS CCA receives in excess
of $1B in placements
annually from our federal,
state and local government
clients.
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s Post-Dated Checks (where legal)

s Pay-by-Phone (in-house check writer)
e Overnight Paymenis

e ACH Payments

e Walk-In

Collection Techniques for Governmen! Departments

EOS CCA's Government Collection Divisions and Tax Revenues are
uniquely designed by having dedicated collectors for each type of debt placed.
In addition to having specialized collectors addressing each debt type, each
collector is assigned a work queue where accounts are placed for collections.

This work plan ensures our clients that each and every account is completely
worked. Collectors will work each account within their queues regardless of
age, balance or placement type.

Assisted by automated collection software, the Government Collection
Division's collection professionals will make telephone calls from individual
workstations. On all initiai contacts, collection professionals do the following:

e Identify their calls as originating from EOS CCA, on your behalf
e Specify the debt, the original balance, and the amount due
» Ask for paymentin full

When payment in full is not an option, the collector will follow the Standard
Repayment Plan guidelines.

Collectors will meet daily to review the State of West Virginia's contract and to
go over pertinent topics including daily, weekly, monthly and quarterly goals.
They are monitored throughout their shifts and supervisors work in partnership
with the project manager to ensure that each client's specific goals are met
and that each client's accounts are worked  as directed.

Service to debtors and our clients is at the core of EOS CCA's philosophy and
approach to debi collection. Rather than interacting with debiors
confrontationally — which only alienates them and fosters ill-will - EOS CCA's
professional Colleciors work with them to increase voluntary repayments and
maximize successful account resolution.
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QOur experience has taught us that combined with diligent follow-up; this
approach consistently achieves high recovery rates and minimal complaints.

Coliectors will soficit payment in full of the past due amount from the debtors
by instructing the debtor of the amount due and providing the debtor with the
necessary information regarding their repayment options.

EOS CCA's collection services for the State of West Virginia will include an

EOS CCA will customize intense call campaign using Soundbite to all accounts with a valid telephone

collection programs for number. The call campaigns can also be customized to meet the needs of
each entity of the State of each entity of the State.
West Virginia.

Collection Technigues for Student Receivables

EOS CCA has pioneered a counseling approach to collections, whereby our
collection representatives view and treat students appropriately as customers.
We provide pragmatic counseling to resolve each student's obligations, and we
receive very few complaints because of this approach. Our experience has
taught us that this approach, combined with diligent follow-up, consistently
achieves high recovery rates in a complaint-free environment.

Collectors will meet daify to review the college and university coniract
requirements and to go over pertinent topics including daily, weekly, monthly
and quarterly goals. They are monitored throughout their shifts and supervisors
work in partnership with the project manager to ensure that each client’s
specific goals are met and that each client's accounts are worked as directed,

In addition, EOS CCA's Higher Education Collection Division has specialized
collection teams to address each type of student debt — receivables, pre-
defaulied student loans and defaulted student loans.

Default Loan Work Approach- Optional Program for Schools of Higher
Education

Each work plan at EOS CCA is designed to meet client expectations and
goals. EOS CCA proposes to assign three primary teams; one team will receive
accounts with active telephone numbers for immediate debtor contact, a
second team will manage the repayment plans including loan rehabilitations
and loan consolidations, and the third team will receive skip trace accounts. As
the skip tracers locate the debtors, the accounts will be immediately
transferred to a collector for account resolution.
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EOQS CCA's collectors know how to review the debtor's loan status and
effectively provide the necessary information io promote on-time monthly
payments. The collectors wilt work with the debtor to resolve the delinquency

Collectors who work debtor
lean accounts at EOS CCA
have excellent negotiating
skills and know how to via:
explain the importance or
repaying their debtor loans. e Payment in full

e Provide information on the various loan consolidation programs

available

¢ |f the debtor cannot pay the account in full, and does not qualify for
any loan consolidations, the collector will set up a repayment plan to
pay the account in full in the shortest period of time (under twelve
months)

s Provide information on loan rehabilitation
Maintaining Balances Due

EQS CCA is highly knowledgeable concerning the intricacies of maintaining
EOS CCA has an excellent  the correct balance due on all accounts placed for coilections. When
reputation in maintaining  appropriate, EOS CCA typically reconciles our figures with those of our client's
balances due. on a monthly basis. Any inconsistencies are included in an Exception Report
and adjustments are made appropriately. Monthly or even weekiy reconciliation
reports can be provided for even greater accuracy if required by the any of our
clients.

EOS CCA will increase the past due principle, interest, fees and collection cost
on a monthly basis. This will allow for accurate payment in full of the debtors
past due amount. EOS CCA will also update the entire balance due on a
monthly basis.

Interest Accrual

EQS CCA has a full understanding of assessing the appropriate interest rates,
updating the interest amount due from the debtor, and adjusting interest rates
when appropriate. EOS CCA's Ontario FACS system will automatically update
debtor's interest due every thirty (30) days, or if a debtor makes a payment
prior to the next scheduled interest/fee update, FACS will calculate the
interest due and update prior to posting the payment received.

Pay-off Figures
Prior to quoting a final pay-off figure to any debtor, EOS CCA will contact the
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appropriate contact at each client fo confirm the exact amount due but will
accept responsibility for any inaccuracies that may arise. Any inaccurate finai
pay-off figures quoted by EOS CCA, without consulting the OAC department
or office, will the sole responsibility of EOS CCA.

Overpayments

EOS CCA will forward all overpayments received to the college or university
with an explanation of the overpayment. EOS CCA understands it will not be
entitled to any fees on overpayments,

Credit Bureau Reporting

At each agency or office request, EOS CCA will report to all three credit
bureaus - Experian, Trans Union and Equifax — on a monthly basis. EOS CCA
can interface with the bureaus at any frequency and in any manner required.

EOS CCA will report to all ~ For clients that have previously reported to the credit bureaus, EOS CCA
three credit bureaus, recommends having the status code changed to “account assigned to internal
provide monthly updates, - oyternal collections”. Depending on the existing format, Metro One or Metro

d to di tes, and L . .
;iziggs dgletlifrs ::: ;;1 cost Two, the code to use is ninety-two (92), or ninety-three (93), respectively.

to the departments and
offices of the State of West  When accounts are transferred to EOS CCA using the proper code, EOS CCA

Virginia. can then appropriately report monthly updaies including the current balance
and payments made.

EOQS CCA wilt respond to all credit bureau disputes within forty-eight (48)
hours of receipt using e-oscar and will inform our clienis of all disputes,
resolutions, and notification of any accounts with suspended reporting as a
result of failure to respond to appropriate credit bureau disputes.

EOS CCA will stop reporting to the credit bureaus by properly coding accounts
when the accounts have been closed and returned to the state depariments or
office.
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OVERVIEW OF COLLECTION ACTIVITY & WORK PLAN

EQS CCA's work plan is designed to ensure that EOS CCA does the following:

1) Meets all contract requirements and is 100% compliant,
2) Provides superior collection results, and
3) Creates a positive experience for the debtor.

As the diagrams on the following pages illustrate, EOS CCA's integrated
collection methodology churns business to achieve maximum liguidation and
uses intensive front-end and back-end collection aclivities.
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Receipt and Logging Day 1 - 30 Minutes Files received by CCA
Internet site or via direct
EFT; information logged
on Control Form

Internal Transfer "~ . Day1-10Seconds Files transferred to Data
. ) . System
Import Day 1 -- 30 Minutes New business batch

created with in-house
importmapping software

Audi, . - © .. 'Dayt-5Minutes - = - [miportand auditfiles
' L S : " - checked for data integrity;
-, verification of account
“totals against trailer
“records

Approval and Update Day 1 = 30 Minutes New business files
approved and updated

h 4

GU" CO”GCtiOI‘]g Full Collections ' Day 2 ~ 3 Hours ' Qoeurs afier final

determination of -
. Collections Accounts;
accounts dispersed to
-¢collection professionals;
initiat durning letter and
telephone call; final-
acknowledgment sent-to
the referring State agency

»
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¥ Follow-Up of automated skip tools
v Manual effort as needed
v Re-Skip as required

Call Work Standards

» 15t attempt within 2 days
» 4 attempts per week

» Consistent skip operations
» Persistent follow-up

v

Incoming Flow

» Good Phones Productivity Standards
¥ Automated Voice Messaging

¥ Dialer Pools

» Specialized Work Queues » 150+ calls per day

> Payment Plan Queue » 40+ contacts per day

» 15+ promised payments per day
» Weekly collector file review
» Bi-Weekly category review

Payment Standards

» Payment in full

» Payment Contracts

» Seftlements

> Review Payment Contracts
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h 4
@count Returned to Cli@

Paid Cancelled Uncollectible

» Paid in Full » Recalled per Client » Total Skip

» Settled in Full » Bankrupt » Refusal to Pay
» Deceased

» Fraud

» Placed in Error
» Paid Prior
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EOS CCA maintains
an unwavering
commitment to
employee training,
This is one reason we
are not just
successful; we are
respected
professionals. All EOS
CCA management
personnel, including
our CEQ, actively
participate in training
employees on the
basics and
refinements of the
collection process.

PROCEDURAL SPECIFICATIONS

Compliance & Employee Training

EOS CCA's collection methods and procedures fully comply with the ethics
and standards of the American Collectors Association as well as with all
federal, state and local regulations affecting collections. Ms, Susan
Giordano, Director of Compliance and Risk Management is responsible for
overseeing regulations and developing iraining material for all
management, Collectors, supervisors, and client-services personnel to
ensure EOS CCA operates in full compliance to state and federal laws
regulating collection activity.

EOS CCA employees are well informed about the individuals' rights and
privileges, and all personnel receive vigorous training, testing, and
continuwous  follow-up on all aspects of FDCPA and all other
communications, privacy, and confidentiality regulations. In addition to the
FDCPA we stress federal and state Fair Credit Reporting Acts, the Personal
Privacy Act of 1974, the Health Insurance Portability and Accountability
Act of 1996 (HIPAA), the Americans with Disabilities Act of 1990, and all
other relevant statutes, regulations, policies and procedures, including the
ACA's Code of Ethics and those regulations which address equal
employment opportunity.

All EOS CCA higher-education personnel have verifiable knowledge and
training concerning not just applicable federal regulations, but also due
diligence, rehabilitation, consolidation, deferment, and cancellation
provisions. In addition o becoming proficient in using our technologicat
tools effectively, our training for Collectors and others means thoroughly
covering the following laws and regulations:

34 CFR, Parts 668 and 674 FFEL Program

42 CFR § 57.201 et seq. Gramm-Leach-Bliley Act

Debt Collection Act of 1982 Personal Privacy Act of 1974

Debt Collection Improvement
Act of 1996

Title IV of the Higher Education
Act of 1965

EOS CCA — With head and heart in Finance
700 Longwater Drive, Norwell, MA 02061
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Health Professions Education | Title | of the National Defense
Assistance Education Act of 1958

Act, 1963

Fair Debt Collection Practices | Fair Credit Reporting Act
Act

Family Educational Rights | Titles VIl and VI of the Public
and Privacy Act Service Act, amended

Federal Claims Collection | US Bankruptcy Code
Standards

HIPAA

In addition, EOS CCA employees are regularly informed about all
regulations, policies, and administrative guidelines issued by the US
Department of Education. EOS CCA employees also comply with
US Postal Service regulations and abide by our stringent internal
policies concerning collection etiquette, behavior and integrity.

Records of training for each employee are maintained by EOS CCA
management and are available for review upon request. EOS CCA's
compiete training course materials, including new hire training and higher
education materials and tests will be provided upon request.

System Access, Operating Software & State Employee Training

EOS CCA will either provide the software for accessing our systems to
each state entity, or depending on the preferences of individual IT
departments regarding the kind of communication they are comfortable
with, EOS CCA will adjust so we can interface with the entities' systems.

Our systems are Web-based and accessible through a secure VPN
connection so client personnel who wish to have a fast, secure link to the
EOS CCA internal systems to view account activity, payment records,
balances owed, etc, are able to do so. We have the ability to aliow clients
to access a variety of reports within our system as well as the ability to
provide our clients with remote telephone-auditing capabilities. We offer
clients access to our database so they can view their reports and their
account activity through a client version of our FACS collection software.

700 Longwater Drive, Norwell, MA 02061
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Access is via;

o Direct Dialup
o Shiva Dialup

e Access via Internet access via browser if you allow ActiveX
components to be downloaded to your PCs

e Access via Intemnet access via a free Terminal emulator program if
you will allow us to install software locally

s Access via Cisco VPN and connectivity via CT TERM if your IT Dept
will allow access via VPN.

EOS CCA will provide complete comprehensive training and training
materials to all state departments and office requesting access to our
system at no additional costs.

Monthly Renuttance Statements

EOS CCA will meet the guidelines of each department and office of the
QAC regarding remittance statements. The detailed statements will contain
the following minimum information:

e Debtor name

e Debter account number

e Social Security Number (when provided)
e Date of payment

e Payment amount

» Payment type (check, money order, etc.)
o Notification of payment-in-full

» Direct payment/Paid to Agency

e Amount due agency

EQS CCA will provide separate statements to each department and office
for each type of debt received. For example, for a college or university
placing student receivables and Federal Perkins Loans, EOS CCA will
provide two separate statements to the college or university.

Further, EOS CCA will remit to each state department or office as required;
daily, weekly or monthly in either gross or net.

700 Longwater Drive, Norwell, MA 02061

m CA Telephone: 800-886-9177 www.eos-cca.com Fax: 781-681-4358
© 2010 EOS CCA
53

-. EOS CCA - With head and heart in Finance
C



Staie of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010: 1:30 P.M.

Section 5 — Information Technology Overview

EOS CCA’s collection
programs combine direct
collection activity and
automated tools. Collection
professionals are supported
by advanced technical
resources such as the
Ontario FACS system, the
Avaya Definity telephone
system, Ontario
Corporation’s GC dialer, and
an array of automated and
manual skip tracing tools.

To support and verify
collection activities, EOS
CCA uses the Ontario FACS,
which tracks all consumer
information and
automatically manages the
collection workflow.

INTRODUCTION

Information technology allows EOS
CCA to process placement
inventories quickly and efficiently. It
also aliows us to offer tailored
management reports and
correspondence leiters. We support
our reliable hardware, software, and
telecommunications resources with
a full-time Information Technology
Depariment and an  annually
updated disaster recovery plan.

Throughout all of EOS CCA's collector workstations, the following
technology is integrated:

e Dialer

¢ Unattended Voice Messaging

e Blended Calling (inbound/Outbound)

¢ Inbound Call Overflow

e Time Zone Inbound Call Strategies

» Voice Response System

e Bi-lingual Automated Voice Communications

IN-HOUSE COMPUTER CAPABILITIES

We can meet any requirements for account assignment, tracking,
reporting, and collection activity recording. Our current hardware
platform is a Hewlett-Packard Series 9000 Model N Class Server
with the following:

-V EOS CCA ~ With head and heart in Finance
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s 2 HPY000 Multi-processor mainframes

s EMC CLARIiON Storage Array
High level storage and high performance data access across fiber
channel

s large disk storage capacities expandable to 7.1 TB

s Storage Area Network (SAN) over fiber

» Multi-tiered backup strategy using disk and tape

e APC-UPS

s Dedicated Frame Relay service between remote facilities for
serial based devices

» Site to Site VPN tunnels to service between remote facilities and
IP based devices

¢ Redundant Data T1s - including Wireless Contingency

¢ HP-UX Version 11.00 unlimited-user licenses

¢ Cache for HP-UX 11.0 Enterprise server license

This high-end, UNIX-based system has no restrictions in the number
of payments or actions it can accept on a daily basis. It can easily
handie the addition of several hundred workstations without
modification, and EOS CCA has available resources to add terminals,
if necessary, within seven (7) days’ notice.

700 Longwater Drive, Norwell, MA 02061
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COLLECTION SOFTWARE

EOS CCA’s automated EOS CCA uses a high degree of automation with regard to
collection system leads the placements, payments, returns, and other elements of collections and
industry with unlimited file service

processing capacity and
capabilities for handling .
input and output in a totally ~ Our automated collection system is the Ontario FACS system, which

electronic environment. keeps track of all consumer information and automatically manages
the collection workflow. The Ontario FACS is the number-one rated
coliection software system in the industry. Other benefits of the FACS
system include the following:

e Placement capability for high volumes of accounts

¢ Tracking and verification of consumer information on all accounts
placed

e Management capabilities for various types of accounts placed
» Auditing capability for collection activity and progress
e Rapid processing of all data and system commands

We are, therefore, equipped and prepared to incorporate any number
of files for placement.

TELEPHONE SYSTEMS

EOS CCA uses Avaya Definity telephone systems and vendors such
as:

» Global Crossing

o PacBell
¢ Qwest

o AT&T
e Verizon

EOS CCA currently uses 633 inbound and outbound telephone lines,
broken down as follows:

-. EOS CCA — With head and heart in Finance
C
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Digital 528
T1 29
Analog (POTS) 83

DIALER PROFILE

EOS CCA has also installed the Ontario Systems GC Dialer, and
Noble Systems Dialer (ATOMS) that combines sophisticated
outbound predictive dialing and inbound automatic call distribution.
These systems allow for logical call control management to direct the
call to the appropriate agent. All inbound and outbound calls can be
tracked and the system records all data to evaluate overall system
performance.

DOCUMENTATION OF COLLECTION ACTIVITY

EOS CCA keeps complete, EOS CCA keeps complete, accurate records of all collection-related

accurate records of all activities and transactions through its industry-leading automated

collection-related activities . . o . .

and transactions through the collection software, the Ontario FACS. All aciivity ~ including day-to-

Ontario FACS system. day collection activity on each file ~ performed by the collector and
any other EOS CCA staff member is fully documented by computer.
This documentation provides full audit trail capability. At any time, full
account information and activity can be reviewed, including collector

activity and system-generated activity.

The following briefly summarizes the information automatically
documented by EQS CCA's collection software:

¢ Phone calls made or received;
o |etters sent;

e Tactics or strategies used;

o Payments promised,

o Bankruptcy information;

e Spousal information;

. Skip—trace documentation;

700 Longwater Drive, Norwell, MA 02061
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* Responsible party;
¢ Dispute information;

¢ Credit bureau reporting information, if applicable.

After accounts have been closed and returned, detailed account
records will be maintained for a minimum period of six (6) years.

DISASTER RECOVERY PLAN

EOS CCA can remain EOS CCA has a detailed Disaster Recovery plan that is reviewed and
operational within 36 hours  pdated on a quarterly basis for IT infrastructure updates and
of even the most catastrophic changes in personnel, responsibilities, and/or 3" party vendors. Our
event, and can continue . , . .

collection operations during detailed Disaster Recovery plan is available, upon request, for full

a disaster by using its review.
disaster prevention and

recovery procedures. Each US-based EQS CCA facility is equipped as a standalcne site in
the event that the other sites are not reachable, and is equipped with
a Lone Survivable Phone system that integrates with the main phone
system in Norwell, MA facility. All EOS CCA facilities are on a single
MPLS data network.

In the Norwell data cenier and the Chicago data center,
environmental controls for disaster prevention and early detection
have been put in place to notify IT management of a power failure, an
AC failure, or an occurrence of high humidity.

In the event of a critical disaster that renders a facility “unusable’, the
Disaster Recovery plan for that site would be executed. Depending on
the facility, work that was done would move to one of the other five
US-based EOS CCA fecilities.

Corporate Headquarters (Norwell, MA) Disaster
Recovery Plans

From both a collection and IT standpoint, cur Norwell, MA corporate
headquarters is the facility most critical to EOS CCA operations. In the
event of a catastrophic disaster and the inaccessibility of corporate
headquarters, the following will take place:

1. Collection operations wili be switched to the Chicago, IL
facility within a matter of minutes. Replicated data will be

m CA 700 Longwater Drive, Norwell, MA 02061
Telephone: 800-886-9177 wuww.eos-cea.com Fax: 781-681-4358
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brought on-line and all remaining facilities will be redirected
through DNS {Domain Name System) fo the Chicago system
for collection (FACS) information.

The address of our Chicage facility is:

Midwestern Regional Center
EOS EOS CCA

8231 West 18bth Street
Tinley Park, IL 60477-9220
Toll Free: 800-700-0220
Fax: 708-342-2407
Contact Person: Alex Sosa

2. Based on the coverage needed, all 800 numbers will be
automatically redirected to one of ihe other four US offices
within a matter of minuies.

3. IT staff and Executive staff required will be deployed to
Chicago.

4. Norwell management staff with home Internet access will
work from home through a dedicated SSL/VPN (Secure
Socket Layer/Virtual Private Network).

5. Collection staff will be redeployed as follows:

¢ Most will be directed to a local facility or to multiple
facilities that will handle up to five (B) to 100 or more
collectors. These facilities are close to Norwell, MA and
will be set up as needed.

» Staff will be sent to one of the other five facilities for an
extended period of time based on the nature of the work.

6. All free space in each of the four locations will be used as
needed.

7. Any tapes required from Iron Mountain will be requested with
a four-hour turnaround. Tapes will be restored to the
appropriate facility.

Each Regional Center has similar, detailed disaster plans, contained in
our formal Disaster Recovery Plan.

700 Longwater Drive, Norwell, MA 02061

m CA Telephone: 800-886-9177 www.eos-cca.com Fax: 781-681-4358
© 2010 EOS CCA
59

e - EOS CCA - With head and heart in Finance
C



State of West Virginia Department of Administration
RFQ# DEBT10 Debt Collection Services
September 8, 2010: 1:30 P.M.

As part of our ongoing commitment to safeguarding data, EOS CCA
recently installed a generator at our Norwell site to ensure that we
can continue processing and operations in the event of a power
failure.
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Section 6 — Licenses and Bonds

LICENSES & BONDS REPORT

Collecto, Inc: Licensing
License Office License License # Lirense Bond  Bond Bond # Insurance Bond
State Location Period Type Amonunt Carrier Period
Arigona
CCANoewell, MA 2HM0-13141 CAQ0S3E Collection Agency  Yes 53500000 104027038 Travelers Cesualty & Suraty  2HAC-1/31744
Arkansas
CCA-Nerwell, MA GBAGH0-8/A0H1 2713 Collection Agency  Yes $25,000.00 104118741 Travelers Casuaity & Surely 5H2H0.-5H1A1
Buffalo, NY
CCA-AIl Offices SA0H0-9130M1 156274 Collection Ageney  Yes $25,000.00 209636 Natlonal Grange Mutua! 164 0-9/50A1
California
CCAAI Offices 816/38 Continuous 2173785 Certlficate of No
Authority
Colorado
CCA-Norwell, MA. THACTAM 267750 Collection Agency  Yes $20,000.00 104027041 Travelers Casually & Surety  S25/10-5/25M1
Connecticut .
CCA-Norwell, MA 10M/9-0/30511 0001014 Collection Agency  Yes $5,000.00 S-12480% Netional Grange Mutual  4/20M0-4730/%
Pelaware
CCA-Norwell, MA tHA0-1281M11 2002106798 Coflection Agency  Ne
District of Columbia
CCAAN Cffices 12/2/04 Conlinuous NA Certificate of No
Authority
Florida
CCAAN Oflices 1A08-1273110 0300252 Collecticn Agency  No
Georgia
CCA-All Offices 1213007 BE008SZ Cartificate of No
Contiuals Authority
Guam
CCA-AIl OMces 6A/5 Conlinuous F2470 Cartificate of Ne
Autherty
Howaii
CCA-Norwell, MA 6/20/10-8/30/2 COLAX-21 Collectlon Agency  No
802010 Pagel ot ¢
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License License License # License Bond  Bond Bond # Insurance Bond
State Location Period Type Amount Carrier Period
Tdako
CCA-I Cfices 034510034511 CFP-3444 Cofiection Agency  Yes 52500000 CEP3444 Travelers Casualty & Surety 351 0-6202011
Hlinois
CCA-Norwell, MA GHIDB-S1HZ 017001497 Collection Agency  Yes  $25000.00 104118732 Travelers Casualty & Suraty B30A0-6/3011
Indigna
CCANorwell, MA 1RADA2H 8035 Colleetion Agency  Yes §5006.00 104027022 Travelers Casuelty & Surety 1231091231711
Iowa
CCA-AE Offices 1451 M0-01730411 20003083 Collection Agency  No
Kansas
COAAll Offices 1143004 3703915 Ceriificate of o
Continueus Austharity
L owisi
CCA-All Offices 1/28/02 Continuous NiA Ceriificate of No
Authority
Maine
CCA-Norwell, MA SHI0B-2/3172010 DCL2577F Collection Agency  Yes 51500000 131358 Nafional Grenge Mutual 73108722110
Maryland
CCA-Norwell, Ma, 1A109-12/2502010 1845 Collection Agency  Yes $5,000.00 5143875 Natlonal Grenge Mutual  £2/31/08-12/3110
Massachusetts
CCA-Norwell, MA 1HHGA2B1H0 Doz Collection Agency  Yes  $25000.00  5-126789-Y Mational Grange Mutugl  AHAO-12/51H0
Mickigan
CCA-Norwell, MA, GROK0-6/30/11 2401001350 Collectlon Agency  Yes 55000.00 104115727 Travelers Cosualty end Surety 827/09-0/27HC
Minnesota
CCA-Norwell, MA THHD-B011 8002321 Colisction Agency  Yes  $20.000.00 104027045  Travelers Gasuslty and Surety 7H/A0-6/20/11
Mississippi
CCA-All Offices 111003 00741630 Certifitule of No
Conlinuous Authority
&102016 Paged of 4
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License (Hffice License License # License Bond Bond Bond # Insurance Bond
State Location Period Type Amount Carrier Period
Nebraska
CCA-Norwell, A 110912131709 360 Collection Agency  Yes $15,000.00 04027029 Travelers Casualty & Surety  1231/08128110
Nevada
CCA-All Offices TA98-TNEM0 FCADR192 Collection Agency  Yes $40,000.00 104559735 Travelers Casuslty & Sursly 1/4/410-12/312011
New Hompshire
CCAAll Oftices 10/7193 Continueus NA Certificate of HNo
Authority
New Jersey
CCA-AR Offices 8/26/98 Continuous 0100758260 Certificate of Yes $5,000.00 E-219184 Naliona! Grange Mutual  9H0X0S-90H0
Authority
New Mexico
CCAAll Offlcas THAG-6B0M1 60807 Colloction Agency  Yes $25,000.00 104118733 Travelers Casualty & Surety  BRCH0-800M1
New York City
CCA-Norwell, MA 01/31A0-01731A1 0960830 Collecticn Agenty  No
North Carolina
CCA-Norwell, MA 67300 0-6/30111 4253 Callecticn Agency  Yes $T5.000.00 5218196 Natlonal Grenge Mutual TANM0-6/30/11
North Dakota
CCA-AIl Cffices 8H0/BS - NiA Certificate of He
Continucus Authority
Ohio
CCA-All Cfhicas 12804 Continuous 200424301280 Certificate of No
Auttiorty
Oregon
CCAAN Ciflces BHHB-TR1NAD 48426 Collection Agency  Yes $10,000.00 104027035 Travelers Casuatty & Surely  32640-326/2011
Puerto Rico
CCA-Norwell, MA 1101253180 a7-075 Collection Agency  Yes $5,000.00 104£18744 ‘Travelers Casualty & Surety  12/31/50-12031711
Rhode Island
CCA- Al Offices 17772005 106722 Certificate of Na 12/31/08-12/34/10
Continuous Authority
South Dukota
CCA-All Offices 1211404 FBO25215 Certificate of HNo
Cenfinucus Autherity
812000 Page3 ofd
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License Office License License # License Bond  Bond Bond # Iusurance Bond
State Location Period Type Amouers Carrier Period
Tennessee
CCAAll Offices 1101213111 4621 Colleetion Ageney ~ Yes  §25000.00  S-245261Y National Grange Mutual  12/31/09-12/31/1¢
Tevas
CCA-AIl Offices 3/8/9 Conlinuous 0283 Certificate of Yes  $10000.00 104119731 Travelers Casusity & Surety 11/05/08-11/05M0
Autherity
Utak
CCA-Norwel, MA 452009-4)6/2010 2455 110-013 Collection Agency  Yes $10,000.00 104027056 Travelers Casualty & Surely  4640-4/611
Regisitation
Virgin Islands
CGA- All Offiees THA/S5 Conlinwous C-470:2005 Certificate of No
Authority
Virginia
CTAAY) Offices 1/4/05 Centinuous F161306-8 Cetificale of No
Autherty
Washington
CCA-Norwell, MA 113008115940 UBI601-834-183  Collectlon Agency  Ne
West Virginia
CCA-Norwell, MA THHO-60M2 043107278001  Business Yes 55.000.00 S227132 Mational Grange Mutoel  7H/10-6/30/12
Registrafion
Wisconsin
CCA-All Offices SHE/02 Conlinuous N/A Ceriificate of Ne
Authosty
Wioming
CCA-AIl Offices 2HBHO-21341 129 Colectiot Agency  Yes 51000000 104027042 Travelers Casually & Surety 2H 340-213H1
8202610 Poged of 4
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Section 7 — Standard Report Examples

Address Correction Report

ADDRESS CORRECTICN REPORT FOR CLIENT NAME

We have found new addresses on the following accounts since they have
been in our agency. Listed are the new addresses.

Thank you for the opportunity tc serve you.

CLIENT NAME
CLIENT STREET ADDRESS
CITY, STATE ZIP

ACCOUNT NUMBER NAME / NEW NAME

123456789 *STUDENT, NAME M
456789123 *STUDENT, EXAMPLE
789123456 *STUDENT, NEW

{ “*' means reported previously )

DEC 12 2002

EOS CCA
700 Longwater Drive
Norwell, MA 02061

NEW ADDRESS . 58N

407 MAIN ST 123-45-6789
ROCKLAND ME 04841

80 HAYDON ROWE ST 456-78-9123
HOPKINTON MA 01748

68 ROCK ST T89-12-345¢

NORWCOD MA 02062

3 address correcticons through 02/11/2002 for CLIENT NAME
ADDRESS CORRECTION REPORT FOR CLIENT NAME

PHCONE

781-555-1212

781-555-3333

181-555=~4567

L
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New Business Acknowledgement Report

ACKNOWLEDGMENT FOR 'THE MONTH OF DECEMBER 2009
THANK YOU FOR LISTING THE FOLLOWING ACCOUNTS. OUR COLLECTORS HAVE
STARTED WORKING THESE ACCOUNTS FOR YOU. IF THE DEBTOR CONTACTS YOU,
PLEASE ACCEPT ONLY A BALANCE IN FULL PAYMENT OR REFER THE DEBTOR TO
US TO ACHIEVE COLLECTION OF THE TOTAL ACCOUNT.
THE TMMEDIATE REFERRAL OF YOUR UNCOLLECTABLE ACCOUNTS WILL GUARANTEE A
QUICKER RETURN ON YOUR MONEY.
THIS LIST WAS CHECKED AND APPROVED
BY:
EOS CCA
700 Longwater Drive
Norwell MB 02061
CLIENT NAME
ACCOUNT # LAST NAME FIRST NAME PRINC BAL  TOTAL BAL.
004~56~95 ALEXANDER STUDENT 1500.00 1991.28
004-60-37 BREWER STUDENT JE 2686.00 3530.41
007-62-42 BROOKS STUDENT MI 1000.00 1395.85
230-82-79 COLE STODENT 576.81 766.17%
230-82-79 COLE STUDENET 582.51 773.63
$23-12-B5 COLLINS STUDENT 1500.00 1995.586
006-62-92 DOYLE STUDENT 19%6.70 2593.55
D05=-58-62 HALL STULDENT RA 1062.26 1381.62
004-70-76 HILL STUDENT £44.40 B63.94
D06-68-~46 HUTCHINS STUDENT 845.28 1130.43
004-76-36 MITCHELL STUDENT E 1181.00 1893.09
GRAND TOTAL 11 ACCOUNTS 14554 .96 19634.51
YEARLY TOTALS 100 ACCOUNTS 254356 .89 \w s Tomls for-
TO DATE TOTALS 500 ACCOUNTS 1985574.26 Monthly
Y[~ Placement
2 Yearly Totals
¢ ToDale Totals
v

EOS CCA — With head and heart in Finance
700 Longwater Drive, Norwell, MA 02061

CCA Telephone: 800-886-9177 www.eos-cca.com Fax: 781-681-4358
© 2010 EOS CCA

66




Close & Return
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THANK YOU

ACCOUNT NUMBER

123456789
111223333
222334444
333445555
444556666
555667777
666778888
7778689989
888990000
595001111
987654321
123445555
345667777
5678899993
8901122232
222338888
111447777
222558888
333669999
111559999
333557777
999551111

TRESENT TIME, 'THESE ACCOUNTS ARE UNCOLLECTABLE. WE ARE CANCELLING
AND RETURNING THEM TQ YOU.

THANK YOU FOR THE OPPORTUNITY TO SERVE YOU. DEC 28 2009
CLIENT NAME EOS CCA
CLIENT ADDRESS 700 Longwater Drive

CANCEL REPORT FOR CLIENT NAME

FOR LISTING THE FOLLOWING ACCOUNTS WITH OUR AGENCY. AT THE

Norwell MA 02061

DATE

NAME LISTED BALANCE REARSON RETURNED
ALVES, STUDENT J 07/20/00 2091.50 PAID PRIOR TO LIST
BIRD, STUDENT . 071720700 650,00 ASSIGNED IN ERROR
BRAGA, BORROWER © D7/20/00 268.50 EFFORTS EXHAUSTED
CHASSE, DEBTOR 06/20/00 365.50 RECOMMEND 2™ PLC
COAKLEY , FORMER 05/271/98 318.00 CLIENT REQUEST
COGGESHALL, ST 07/07/99 3162.56 RECOMMEND LEGAL
COMERFORD JR, FORMER 045/05/00 168.2% DECEASED
DAWIELS, STUDENT 07/20/00 1493.31 RECOMMEND NY TAX
DARGON, BORROWER 07/07/99 0.50 PAID IN FULL
DELISLE, CHRISTINE M 07/20/00 444_46 EFFORTS EXHAUSTED
DIPIETRO, STUDENT 07/20/00 1052.72 CLIENT REQUEST
FELICIANG, PROMISSORY 06/20/00 1260.87 RECOMMEND LEGAL
FREITAS, SUNY 07720700 523,12 EFFORTS EXHAUSTED
FURTADO, SLSC 07/07/89 307.16 EFFORTS EXHAUSTED
GILCOINE, STUDENT D6/08/00 5407.64 RECOMMEND LEGAL
GUILLOTTE, BORROWER pe/08/00 121.00 EFFORTS EXHAUSTED
HARDIMAN, OWER 05/08/01 938.83 ASSIGNED IN ERROR
HUBEARD, DEBTOR 07/20/00 2158.50 EFPORTS EXHAUSTED
HURD, STUDENT 06708700 2964.00 EFFORTS EXHAUSTED
KARAMPATOS , STUDENT 05/08/01 1152.51 ASSIGNED IN ERROR
LONGETREET, STUDENT p3/19/01  1867.50 BANKRUPTCY
LUBIEJEWSKI , STUDENT 07/20/00 1064.24 REFUSE TO PAY

EOS CCA can create cancel codes to include those of which
are indicative of your institution i.e. Recommend Legal Action,
Recommend Second Placement.

A
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Progress Report

k4% PROGRESS REPORT *****
CLIENT NRME
CLIENT ADDRESS

DRTE AMOUT DATE ‘TOTAL
YOUR ACCOUNT NUMBER AND NAME LYISTED LISTED TAST PAY PRY BALNNCE ACCQUNT STATUS
02/123-45-6718/131788+5 STUDENT JR,D8/21/0% 18164.00 18512.42 PURBUING DEET
027111-55-5399/5746-8 FORMER,FETGR 08/18/0% 13131.00 14027.83 PURSUING DEET
072/333-55-T77'/926)~5 STUREND, BORR 08/18/09 1579.00 10/17/09  E00.00 845.05 PAYMENT PLAN
02¢999-55-1111/173629-5 STUDENT, D 0B/21/09 555,00 11/15/09 400.00 ~ 58.75 PROMISED PAYMENTS
02/717-55-3333/110420-5 BOURGET,STU 08/21/09 3844.60 4042,75 EHIPIRACTNG
D2/123-58-9974/9495-5 BAENNAN,DERT 09/1B/09 §9253.00 12/15/09 2000.00 94134.60 POSSIBLE DISPUTE
02/987-65-4321/7873-5 CREAMER, 5TUF 03/18/09 32255.00 12/28/09 1000.00 334B5.18 DAYHENT PLAN
7 ACCOUNTE TOTALER ON THIS REPORT  1588B1.9D 4200.00 166106.59

*+ END OF REBORT *+*
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Month Batch Report

12/31/08 EQS CCA
PRGE 1
1:57 M LEL CLIENT ANALYSIS BY MONTH-BATCH THRU 12/09
SELECTED CLIENTS

ACCOUNTS ADJUSTMENTS  CLIENT RECALLED RETURNED RCCQUNTS FIF COLLECTIONS
MONTH LISTED TO LIST TO DATE TO DATE SIF CURRENT TO DATE

ACTIVE RCCOUNTS
& YR NQ- $AMOUNT HO. SAMOUNT  NO. SAMOUNT PCT NO. $AMOUNT PCT NO. SAMOUNT BCT SAMOUNT

CLIENT NAME

05-05 NO LISTINGS

09-86 NO LISTINGS

02-07 HO LISTINGS

09-0D8 53 B&7005 4] -2B35 2 41322 5 7 37578 5 3 246958 30 11621
09-0% NO LISTINGS

09-10 NO LISTINGS

09-11  NO LISTINGS

09=-12 KO LISTINGS

Q0TCT 53 867005 0 ~2B35 2 41322 L 7 37578 5 3 246855 3C 11621
TOTAL 53 B67005 0 -2835 2 41322 5 7 37578 8 k| 246855 30 11621
4 A L i 4
List Amount K Colleted Amount =
Adjustments to Lis Recovery Percentage
Client Reeall ]

Client Renalls: Assigned In Error, Deferment, Genoellation, Forbearance, Placed in Error
Adjustments 1o List: Wrong List Balance Piaced, Accurnutated Interest, Client Adjustments to Bafance Due.

Resovery Percentags
1. Listed Amount — f+ Adjustments to List — Cllent Recall = Adjusted To List Amotint
2. To Dale Collected / Adjusted to List Amount
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