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Report From 
OFFICE OF THE CITY ADMINISTRATIVE OFFICER 

Analysis of Proposed Contract 
($25,000 or Greater and Longer than Three Months) 

To: The Mayor I Date: 02-10-15 C.D. No. r CAO File No.: 
n/a 0150-08795-0003 

Contracting Department/Bureau: Contact: 
Office of Finance Ken White 
Reference: 
Transmittal from the Office of Finance dated January 20, 2015 
Purpose of Contract: 
To provide primary and/or secondary collection services for delinquent accounts. 
Type of Contract: { ) New contract ( x ) Amendment r Contract Term Dates: 

June 1, 2013 to May 31, 2016 
Contract/Amendment Amount: 
Compensation is based on a contingency fee of 17.9 percent of amount recovered for Primary Collection Services or 
22.5 percent of amount recovered for Secondary Collection Services. 

Source of funds: 
The contingency fee is collected by the Contractor from the payment of the debtor. 
Name of Contractor: Transworld Systems, Inc. 

Address: 
507 Prudential Road, Horsham, PA 19044 

Yes No N/A* 8. Contractor has complied with: Yes No N/A* 
1. Council has approved the purpose X a. EQual Employmt. Oppty./Affirm. Action X 
2. Appropriated funds are available X b. Good Faith Effort Outreachu X 
3. Charter Section 1022 findings completed X c. EQual Benefits Ordinance X 
4. Proposals have been reQuested X d. Contractor Responsibility Ordinance X 
5. Risk Management review completed X e. Slavery Disclosure Ordinance X 
6. Standard Provisions for City Contracts included X f. Bidder Certification CEC Form 60 X 

g. Bidder Contributions CEC Form 55 X 
7. Workforce that resides in the City: *N/A - not applicable **Contracts over $100,000 

COMMENTS 

The attached request from the Office of Finance (Finance) seeks approval to execute an amendment 
to a contract with NCO Financial Systems, Inc. (NCO) under the new name of Transworld Systems, 
Inc. to continue outside collection services for the City's delinquent accounts. 

On November 3, 2014, Finance was notified that NCO had been acquired by Transworld Systems, 
Inc. (TSI) (see attached letter from TSI) and is no longer operating under the NCO Financial Systems 
name. As such, approval is required to continue the contract under the new ownership. All the terms 
of the original agreement will remain in full effect. 

Under the amended agreement, TSI will continue to perform the collection of delinquent debt and will 
be compensated on a contingency fee basis at a rate of 17.9 percent of the amount recovered for 
Primary Collection Services or 22.5 percent of the amount recovered for Secondary Collection 
Services. Primary Collection Services is defined as collection efforts for initial City referrals of 
delinquent accounts that are 45 days past due (except for Emergency Medical Services (EMS) 
accounts, which may be referred no later than nine months past due). Secondary Collection Services 
is defined as collection efforts on City referrals of delinquent ace nts that were previously assigned 
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to a collection agency at the primary level and returned to the City after the account remained 
uncollected after nine months from referral. The contractor's contingency fees are built into the 
collection amount and are then paid out from the revenues collected. 

Finance is currently in the process of obtaining City required compliance documents and insurance 
certificate from TSI. 

RECOMMENDATION 

That the Mayor authorize the Director of the Office of Finance, or designee, to proceed with executing 
an amendment to Contract No. C-122244 to reflect the new vendor name, Transworld Systems, Inc. 
once all City-required compliance documents and insurance certificate are provided. The terms of 
the original contract shall remain unchanged. 

FISCAL IMPACT STATEMENT 

The recommendation in this report is in compliance with the City's Financial Policies in that funding is 
provided on a contingency fee basis to the contractor from revenues recovered. 

Attachment 



FIRST AMENDMENT TO CONTRACT No. C-122244 

BETWEEN 

THE CITY OF LOS ANGELES 

AND 

NCO FINANCIAL SYSTEMS, INC. 

This First Amendment to Contract No. C~ 122244 between the City of Los Angeles 
(hereinafter "City") and NCO Financial Systems, Inc. (hereinafter "Contractor'') is 
entered into with reference to the following: 

WHERI;AS, on May 30, 2013 the parties entered into Contract No. C-122244 wherein 
Contractor agreed to provide Debt Collection Services; and 

WHEREAS, Contractor has informed the City that effective November 3, 2014, 
Transworld Systems, Inc. has purchased certain of Contractor's assets and assumed 
full responsibility for execution of Contract No. C~122244; and 

WHEREAS, the parties hereto desire to amend the· Agreement to reflect the name 
change of the Contractor. 

AGREEMENT 

NOW THEREFORE the parties hereby covenant and agree as follows: 

ARTICLE 1- AMENDMENT TO THE AGREEMENT 

A. The opening paragraph of the Agreement is hereby amended in its entirety to 
read as: 

This Agreement is made and entered into by and between the City of Los 
Angeles, a municipal corporation, acting by and through Its Office of 
Finance, hereinafter referred to as "CITY'~ with offices located at 200 North 
Spring Street1 Room 220, Los Angeles, California 90012, and Transworld 
Systems, Inc., hereinafter refened to as ucontractor'~ with offices located 
at 507 Prudential Road, Horsham, PA 19044. 
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B. Article VIII - Notices, of the Agreement ·;s hereby amended in its entirety to read 
as: 

A. City Address: 
Office of Finance, Revenue Management Division 
200 N. Spring St., Room 1225 
Los Angeles, CA 90012 
Attn: Evelyn Kelley, City Contract Administrator 
Telephone: (213) 918-3699 
Fax: (213) 918-3666 
Email: evelyn.kelley@laclty.org 

B. Contractor's Address: 
Transworld Systems, Inc. 
5626 Frantz Rd. 
Dublin, OH 43011 
Attn: Bill Girsch, Vice President of Operations 
Telephone: (314) 161-4061 
Email: SIII.Girsch@TSICO.com 

ARTICLE II- GENERAL PROVISIONS 

Except as amended by this FfRST AMENDMENT, all other provisions of Contract No. 
C-122244 shall remain in full force and effect. 

Page 2 of3 
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IN WITNESS WHEREOF, the parties hereto have caused this instrument to be 
signed by their duly authorized officers: 

Approved Corporate Signature Methods folease sign in blue ink): 
a} Two Signatures: one by Chairman of Board of Directors, President, or Vice President; 

and one by Secretary, Assistant Secretary, Chief Financi.al Officer, or Assistant 
Treasurer. - or .; 

b) One signature by a Corporate designated individuar· together with properly attested 
resolution of Board of Directors authorizing person to sign on the company's behalf. 

CfTY OF lOS ANGELES TRANSWORlD SYSTEMS, INC. 

By 

Date 

ANTOINETTE CHRISTOVALE, CPA 
Director of Finance/City Treasurer 

APPROVED AS TO FORM: 

MICHAEL N. FEUER 
City Attorney 

By 

Title 

Date 

By 

Name 
-----~~n~~~dl~~~~---------

Title 
Printed I Typed 

Date 

By 

Name 
-----=~~~~---------Printed I Typed 

Title 
Printed I Typed · 

Date 

ATTEST: 

HOLLY L WOLCOTT 
City Clerk 

By 

Title 

Date 
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~·:/ ~ POBOX967 
Horsbam, PA J9()44.()967 

CI1Y OF LOS ANGBLES 
EVELYN KEI.LEY 
200 N SPRING ST S1E 220 
LOS ANGELES CA 90012-3238 
fi,J,.U,,,ff uuuii,,J,l ,,lfwl. 1 .. lf,f,,f.l,.,fti., .. J,I, I 

November 3, .2014 

Dear CI1Y OF LOS ANGELES. 

TSI~ 

As we .1!DDOUDced in July, Expert G1obal SoldtiQDS, the holding company for NCO FinanciaJ S)'SiemS and Transworld 
Sys~em&, reached an agreement to sd.l certain segments of j[S third party Accoums ReceivabJe Managcmem business to 
Platmum Equity. On bebalf of EGS and Platinum Equity, we an: pleased to inform you that the sale a! lhe businesses lw 
been completed. 

Because you are an important dient -and your business will trans:ilion to ilie new TSJ -we WBlJtCd to .maJre )'OU aware of lhe 
close a! the sale and what it means far your busifiess. Going forward. you will be cfoiJl8 busiDess with Pladnwn Equity's 
busineso; process outsoDrCiog company, Traosworfd S)'SRml Joe. (TSI). 

Platiown Equity is a CaJifomia-based global investmeDt fum with a unique locos on busine.ss opemtUms. Founded in 1995, 
Platinum EqWty bas more tban ~billion in assets under management and a portfulio a! operating companies in many 
ditfereot bldustries tbat serve custoDJt.rS aroond the world. Plalinum Equity believes there is a gnat oppommi1y to grow the 
TSJ business and 10 maintain abe higbest standards of exaillcoce by continuing to i.ow.st in iDfiasf:ructwe and technoiogy. 

EGS and Piatinwn Equity are oommitted to customer service and Cnsoring a Smooth and seamless lraDSition. As such, you 
should not expect any disruptions in service as 'M: tJaosition. You w.ilJ nof.ice, however, lha1 invoices and s:latemcots wil1 
katme tbe new TSI logo (as shown above) and that customer letters and messaging will re6ect the new name. effective 
imrnediatcly. 

The TSI team remains .la.!iz:r·focused 011 serving your needs and we pledse to keep yon well infonned of any changes. If you 
.baYe questions about your account andlar this tratmlion, please e-mail TSI customer service, cs@tsico.com. 

On bebalf of the leadership teams at bOOl EGS and TSI, we appreciate your busillCSS and the privilege to serve your 
CUSLomc:rs. 

Siru:erely, 

fi.M-
Presidcllt and Chicf&t:cutive Officer 
Bwert Global Solutions 

C11~ 
1im Galloway 
President 
Tnmsworld Systems Inc. 

118611&-1-112 
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NCO~ 
1M EGS CWrlptlny 

November 3, 2014 

Dear CJient: 

As we announced in July, Expert Global Sol~tions, the holding company for NCO Financial Systems, reached an 
agreement with Platinum .Equity to sell ~ertain segments of its third party Accounts Receivable Management 
business. On behalf of EGS and Platinum Equ~y, I am pleased to inform you that the sale of the businesses is 
complete. 

As you do business with one of the impacted segments of the organization, I wanted to make you aware of the 
close of the sale. Going forward, these business units will operate as a standalone company in Platinum Equity's 
portfolio under the Transworfd Systems tnc. (TSf) name. 

Invoices will now come from TSli under FEIN: 94-1728881. A copy of TSI's W-9 is being provided tor your 
records. 

In addition, the invoice remittance address will change. Effective immediately, please update your Accounts 
Payable system to reflect the following: 

Electronicolly: 
Transworfd Systems Inc. 
Account Number: ·6238673447 
A8A #: 036076150 
Bank Name: RBS Citizens 
Address: 1 Citizens Drive Riverside, Rl 02915 

ACH and wire payments should be accompanied by an email containing the invoice number and payment 
amount to edi.advice@tsico.com. 

Electronic payment is our preferred method of payment, however, if it is necessary to continue making 
payments via check, please remit to the address below. 

Remit Address: 
Transworld Systems Inc, 
PO Box5505 . 

caror Stream, ll 60197-SSOS 

Should you have any questions or concerns related to this change, please contact your service representative or 
e-mail TSI Customer Service, cs@tsico.com. 

We appreciate your partnership over t.he ye~rs and look forward to an on-going relationship. 

Sincerely, 
Lori Kircher 
Vice President, Treasury 
Transworld Systems Inc. 
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AGREEMENT 
betweea 

THE CITY OF LOS ANGELES 
8l1d 

NCO FINANCIAL SYSTEMS, INC. 
FOR COLLECTION SERVICES OF THE CITY'S 

DELINQUENT ACCOUNTS RECEIVABLE 

This Agreement is made and ent~ed into and between the City of Los Angeles (hereinafter 
refmed to as the "City"). a municipal carporalion, acting by and thrOugh its Office of Fmance 
(hereinafter referred to as ''F1IlBllce"') and NCO Financial Systems. Inc •• (llereinafter reterred to 
as the ''CODJr:actor,.). 

WITNESSBTii: 

WHEREAS, City utilizes outside collection agatcy services as a best practice iri delinquent debt 
collection and .revenue generator to the City; and 

WHEREAS, City prepared and released -a Request for Proposals (RFP) for Primacy and/or 
Secondary Collection Services to pursue collection of the City's delin~ent accounts; and · 
. . . 

WHEREAS, the Contracto.r reoog»izes that the City may contract with multiple agencies for 
collection services and may utilize any account allocation process that it deems appropriate: and 

WHEREAS, the RFP Evaluation Committee has evaluated the · proposals received and 
recommended approval of the Contractor to the City Council; and 

WHEREAS. the City Council has approved the Contractor as one of the agencies for coDection 
services to pursue collection of the City's delinquent accounts; and 

WHEREAS, tb~ parties bereto wish to enter into an Agreement by which the Contractor wiD 
. perform the work and fu.mish all labor, materials and equipment necessary to recover the monies 
doe·the City as a result.of actiye pursuit of outstanding accounts receivables . 

NOW THEREFORE, in consideration of the above premises and the covenants, representations 
and agree~nts herein contained. the parties hereby covenant and agree as follows: 

AR.TlCLE 1-SERVICES TO BE PROVIDED 

The Contractor is an jndependent organization that will provide primary and/or secondary 
collection services on delinquent accounts referred to it by City d~ents. b~us or offices 
(hereinafter referred to as ''City departments•') pursuant to the terms and conditions of dlis 
Agreement. · 

Services to be performed by the Contractor for primary and/or secondary collection services 
herein include. but are not limited to, locating debtors; arranging for payments, mailing dunning 
notices. skip-tracing delinquent accounts. contacting debtors by telephone, filing delinquent 

... - :~ . 
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notifications with credit bureaus and verifying assets. All correspondence between the Contractor 
and the City debtors shall be sent by first class mail. 

Primary collection services include collection efforts on initial referrals of delinquent accounts to 
a contracted collection agency by a City department. Generally. delinquent accounts referred at 
the primary level are at least 45 days past due. except for emergency medical services (EMS) 
accounts referred by t.he Los Angeles Fire Department (LAFD). LAFD ·may refer delinquent 
EMS accounts at the time reasonable collection efforts have failed, but not later than nine (9) 
months from the date of initial billing. 

For primary level services, the Contractor shall have a period af nine (9) months to effect 
collectioa If the Contractor is unable to collect on the referred account within nine (9) months 
from assignment, the Contractor shall return the account to the City department that referred it 
and cease all coilection efforts. For the purpOBeS of this Agreement, the leml "assignment" 
means the date that the account is r-ekn'ed to the Contractor. In no event shall the Contractor be 
entitled to any payment on the accotmt once it has been returned to the City. fn limi~ 
circumstances, the City may, at its sole discretion, elect to extend the time that the Contractor 
_r:nay retain said account in writing. 

Secondary collectio~ services include collection efforts on referrals of delinquent accounts ~at 
were previously assigned to a collection agency at the ·primary level and were returned to the 
City department by the primary level agency after at least njne (9) months from initial 
assignment and unoollected. For secondary level collection servires. the Contractor shall have a 
period of six (6) months to effect collection. If the Contractor is not able to collect on the 
referred account within six (6) months from assignment. the Contractor shall retarn the aecount 
to the City depanment that referred it and cease all collection efforts. In no event shall the 
Contractor be entitled to any payment on the account once it bas been retw:ned to the City: In 
limited circumstances, the City may, at its sole discretion, eJect to extend the time that the 
Contractor may retain said account in writing. 

The Contractor shall only perform primary level or secondmy level collection sa-vices on any 
_particular account that is referred to it and shall not onder any circumstance perform both 
prima.ry and secondary level collections on the same account. 

The Contractor is prohibited from instituting any legal action on behalf of the City against any 
debtor or performing any service that would constitute the practice of law in the State of 
California. The Contractor is also prohibited from using any threats of legal action. Tbe 
Contractor may only iofann the debtor of consequences of nonwpayment. such as reporting to 
credit bureaus. If the Contractor detennines that legal action or legal services ate required. the 
Contractor shall make a recommendation for such action and return the account to the City. 
Under this ciroumstance, the Contractor may communicate to debtor that the matter is being 
ret~ to the City with a recommendation to consider further legal recourse. 

In the event an account assigned to the Contractor is determined to be uncollectible, by City or 
Contractor, for reasons that include, but are notlh:nik::d to, a deb10t's bankruptcy filing, court­
ordered receivership is granted over debtor's business. debtor is deceased or decedent•s estate 
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does not have sufficient assets to satisfy lbe indebtedness, the Contmctor shall cease all 
collection efforts on siJ,id account upon receipt of this information and return the account to the 
City with notification of the reason(s) for return of the a:ccoun~ as detailed in Article V of this 
Agreement,. 

ARTICLE n-REFERRA.L PROCESS 

Prior to refening any accounts to lbe Contractor, a City department must forwaro to the 
Contractor a Participation Document. The Participation Docw:nent includes key infonnation 
regarding the City department to facilitate referral of a.cconniS to the Contractor. Under no 
cimmlstance shall the Contractor initiate collection on behalf of a City department prior to 
receiving a completed and sign~ Participation pocument from the City department for which it 
will effect collection. Receipt at a completed Participation Document from a City department 
does not obligate or guarantee that the City department will actually refer any accounts to the 
Contractor. At any time, the City department may, at its sole discretion. utilize the services of the 
Contractor or another coiltracted agency. lnfonnBtion in the Participation Document includes: 

• Specific Department Information 
• Type of Accounts to be Referred 
• Liaison for Account Inquiries and Technical Issues 
• Method to Transmit Accounts 
• Specific Reporting/Remittance Requirements 

City departments may use various means/methods to assign accounts to the Conttacoor, that 
includes electronic transmission, electronic file, or in writing. For the purposes of this 
Agreement, the term "assign" mcaris the tta.nsft'J" of accounts by a City department to the 
Contractor to effect Collection. Assigned accounts will include the following information, if 
available, and any other relevant infonnation that the City department may have at the time of 
.referral as deemed appropriate: 

• Debtor Nmne(s) 
• Debtor Address 
• Type of Account 
• Unpaid Balance Outstanding 

ARTICLE ill-PERFORMANCE REOIJ!RMiNIS 

A. In pe.rfol'Jiling collection suvices for the City, the Contractor shall adhere to the 
highest legal, ethical, and professional standards. The Contractor Shall comply with 
the Taxpayer Bill of Rights and perform suvices in a manner that is coosjstent with 
all federal and state fair debt collection practices, acts and confidentiality provisions, 
including, but not limited to Califmnta Civil Code Sections 1788 et seq. In addition, 
all information and data .received by the Contractor from the City shall be regarded as 
confidential under Section 21.17 of the Los Angeles Municipal Code. 

Moreover, for collection of LAFD EMS accounts, the Contractor shall be in 
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compliance with all Health Insurance Popability and Accountability Act (HIP AA) 
regulations and requirements as set fortb in Title 45 of the Code of Federal 
Regnl.ation (Parts 160, 162 and 164) and the American Recovery and Reinvestment 
Act of 2009 which added the Health Info.rmstion Technology for Economic and 
Clinical Health Act of 2009 (Sections 13400 et seq.) throughout the tenn of the 
contract and sigo a Business Associate Agreement with the Fire Department prior to 
receiving any EMS accounts for coJlection. The Contractor shall be required to 
integrate with existing City HIPAA compliant systems to ensure secure electronic 
transfec of .EMS related records. 

In addition, in perlorming the services requested. the Contractor shall: 

1. Perfonn its work as an independent contractor and shaJJ, a:t all times, inform the 
debtors that it is acting as a collection agency for the City but that it is an entity 
separate and distinct from the City; 

2. Colle<:t on only amounts autharized by the City and shall not add or collect any 
amounts not authorized by the City; 

3. Deposit all monies collected for the City int.o a special trust fund which shall be 
kept separate and not commingled with other funds of the Contractor or other 
clients of the Contractor. If the trust' fund is an interest accruing account. such 
accruals must be credited to the City. All monies collected by the Contractor foe 
tbe City shall be remitte:d to the City on a monthly ba.Sis; as defined in this Article 
and Article V of this Agreement; 

4. Deliver to the referring City department on or before the fifteenth (15.111
) of each 

month a1J monies collected during the previous month. The Contractor shall not, 
for anv reason, withhold monies oollected during ·the previous month on any 
account referred to the Contractor by the City and &ball promptly deliver said 
payments to the City as specified above. Together with the monthly delivety of 
monies collected during the previous month, the Contractor shall submit an 
invoice in duplicate for commission owed and a remittance report summarizing 
detai~ed irifonnation for payments received in acconlance with the requitements 
outlined in Article V of this Agreement; 

S. Obtain approval from the City as to f<Jrm and content for all letters used by the 
Cont:n~ctor to effect co~ction before use; 

6. Engage in payment plans, when detemUned appropriate, with the City debtors for 
a term of no longer than one year. Payment plans in ~cess of one year require 
approval from the refening City department; 

7. Agree that any infonnatioo provided by the City departments · on delinquent 
acxiounts will be used soleJy fur the pwpose of collection, held in the strictest of 
confidence and used for no olher purpose; 
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8. Mairi~n all City information and records separate from information and records 
·related to other clients; 

9. Bear all expenses and costs iQCUil"ed t.O effect collection of any account referred 
by the City; 

10. Report City department accounts to credit bureaus within 45 days of assignment, 
except for instances when the City lms approved in writing a ch8Jlge in this time 
fnune. The account may remain on a credit bureau report for the duration of the 
time in which the account is assigned with the Con.tractor and any written 
extension granted by the City, but upon return of tbe account to the City, the 
Contractor wiD instruct credit bureau& to remove any negative data reported 

. .reJative to the account; 

11. Provide electronic payment optioDB to debtors including online, credit or debit 
card, e--c::heck. ACH, as well as other City-approved metbods; 

·12. Retum to the referri.og City department, io automated format or other manner 
specified by City department, all accounts that remain uncollected by the 
Contractor upon nine (9) months from assignment for pdmary collection and six 
(6) months from assignment ((1[ secondary collection, and shell cease an 
collection efforts. except for iostanoes wheJ;e payment plans are in affect and 
active paymerttB are made in accordance with the plan or in limjted ciroumstances 
whe.re the City roay, at its sole diScretion, elect to extend the time tbat the 
Contractor may retain BSid account in writing. 1n no event shall the Contra~ be 
entitled to any payment on the account once it has been retruned to abe City. The 
Contnwtor shall report to the referring City department; as outlined in Article V 
of this Agreement; on ftllY account retumea prior to -or retained past the allotted 
time specified by the City ID effect collection in this Agreement; 

13. Be eble to accept account data through various communication metOOds employed 
by the City, whether paper-based or electronic. The. Contractor must work with 
the individual City departments to develop systems interl'aces fur efficient and 
secured data transfer of tbeir accounts. All costs associated with the development 
of said systems will be borne by the Contractor; 

14. Comply with any special collection campaigns authorized by the City, wherein 
selected account types may be targeted for specified reductions in balances owed, 
for example, offer in compromise and debt amnesty programs. 

Moreover, in performing the services reques~ the CootrBctor shall not; 

15. Subcontract. assign, refer or transter any account referred to it by the City. or 
otherwise assign its rights or delegate its duties under tbis Agreement to any other 
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person or entity, including any at.tomey, .w.ithout the express written consent of ihe 
City; 

16. Collect more than the amount cf the assigned debt and any applicable contingency 
fees authorized by the City to be added to the assigned amount. The City's 
assigned debt may include both the principal amount and any penalties or interest 
on the unpaid principal amount, including any accrued amowts authorized by the 
City. The Contractor shaD not add and/or collect pe.nalties, interest or fees not 
authorized by the City in writing. Any additional authorized or unauthorized 
amounts collected by the Contrsctor shall be remitted to the City, as defined in 
Article V of this Agreement; 

17. Threaten or intimidate debtors under.any circumstances in the collection of the 
City's accounts or vio;iate any applicable govertun.e.nt laws or regulations; 

18. Use or display !he official seal of the City of Los Angeles on any of its letterheads 
or communications with any debtor fur any reason; 

19. State or suggest, in any verbal or written communication. tbat the Contractor 
jntetld8 to pursue legal action against the debtor, or imply that it has any authority 
to do so; 

20. Take any lega1 actl.on against a debtor on a City account; 

21. Initiate, negotiate, oc reach settlements on any account assigned to it fur collection 
nor directly or indirectly imply that it has such authority, unless authorized by the 
City in writing: 

22. Rc:Commend to debtors the use of "payday" loans to. satisfy City accounts, or any 
loans through a lender wherein the Conb:actor has any finftncial inter~t in the 
lender or where the Contractor would realize any additional financial gain through 
referral of bus:in~s to the lender; 

23. ~erform second,ary level collection services on any account in which it has 
previously performed primary collection services under this Agreement. 

B. Recall of Accounts 

The City departments shall have the rlght at their sole discretion to recall frOm the 
Contractor without charge or penalty any account(s) assigned to the Contractor. For 
purposes of this Agreement, the term .. :recall" means the demand return of an assigned 
account to the City. Upon recall by the City departments, the Contractor shall 
undert~ no .furtber collection efforts on recalled accouni(s). The Contractor shall 
also instruct credit bureaus to remove any negative data reported relative to the 
account(s) reCalled. The Contractor shall not be entitled to any contingency fees for 
payments received by the City on an account after the date of recall except where the 
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debtor has contacted the City to engage in settlement of tbe account prior to the daLe 
of recall. In any attempt by a debtor to pay on a City account no longer assigned to 
the Contractor, the Contractor shall not accept payment and direct the debtor to 
contact the City. 

C. Quality Assilrance 

The Contractor's pelfoilDB.ILCe will be evaluated a.ccording to contract standards and 
othc.r perfoi:maoce measures deemed apprOpriate by the City, including, but not 
limited to, establishing contractor performance benchmarks and ineentives relative to 
collection on City accounts. The City may use a variety of inspection methods to 
determine Contractor's compliance with terms of this Agreement and evaluate 
performance level. The methods of inspection may include, but are not limited to: 

• Random sampling 
• Reports, (monthly end as needed) 
• ~eriodic inspection of output items 

The. City shall have the right ftl any time during regular business bou.rs to inspect 
records relative to City department accounts mainlained by the Contmctor at its place 
of business. Said records shall be retained by the Contractor three (3) year& following 
final payment under this Agreement for non~EMS accounts. For LAFD EMS 
accounts; tbe Contiactor shall .retain records as required by HIP AA and the 1eml8 of 
the Business Associate Agreement between the Contractor and LAFD. 

The Contractor must also be available to meet with representatives of the City on a 
qll81'tt;r1y basis, or as deemed appropriate by the City, to discuss· any issues or 
concerns relating to the contract and/or City accounts. Upon request by Ole City for 
an impromptu meeting with tbe Contractor, the Con11'8ctor shall coordinate witb the 
City an amicable time; however, if the City deems the matter requ.ires immediate 
attention, the Contractor shall make itself available to meet with the City within two 
(2) business days from the day of the City• s request. 

D. Account Redistribution 

City departments shall have sole discretion at any time without rcuon the right to 
distribute or redistribute accounts among the City's contracted collection agencies. 
For those- accounts assigned to the Contractor wherein payment& are bei.ng made 
and/or subject to a ·current, agreed upon payment plan, tho City departments may 
permit these account& to remain with the Contractor while collections continue 
according to the arranged payment amount and schedule. 

For any account assigned to the Contractor and recalled by the City to pursue other 
measures to collect, including redistribution to another contracted collection agency. 
l.he Contractor will not be due any commission after the date of recell by the City 
except where debtor has contacted the City to engage in settlement of tli.e. account 
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prior to the date of recall. The Contractor shall direct the debtor to contact the City on 
any attempt by a debtor to pay on a Cit;Y account that bii.S been .recalled by the City or 
is no longer assigned to the Contractor. 

E. Membership in Professional Organizations 

The Contractor shall maintain, at no oost to the City, membership in the American 
Collectors Association. California Association of Collectonl o.r similar professional 
organizations lhat provide interstate and intrastate services and utilize collection 
techniques consistent with the Code of Ethics and standards adopted by said 
associations. 

F. Tax Certificate 

The Contractor agrees to have and maintain a valid City of Los Angeles Business Tax 
Registration Certificate fo.r the term of the Agreement, at no cost to the City. 

G. Automation Support 

The Contractor shall provide infonnation technology/systems support to the City as 
deemed necessaxy by the refe.tring City departments to establish and maintain account 
referml · protocols, information exchanges and reports, Such information 
technology/systems support serviceS are to be provided by the Contractor at no 
expense·to the City. 

H. Client Assistance 

The Contractor shaH provide to the referring City departmen1s and offices as needed 
on-site customer assistance during, but not limited to, the· first thirty (30) days of 
contract implementation. Client assistance services are to be provided by the 
Contractor at no expense to the City. 

I. Ti"aining 

The Contractor shall provide to the City on-site training relative to collection 
processes and procedures as deemed necessary by the referring City departments at 
no cost to the City. 

J. Consulting 

The Contractor shall provide to the City, upon request of management and 
supervisory ~vel personnel, consulting services relative to collection and revenue 
enhancement processes and procedures as deemed necessary by the referring City 
department at no cost to the City~ The Contractor shall provid~ to City management 
and supervisory level stBff data and information relati'\'e to collections. indust:Iy 
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tnmds. best practices, projections and any other relevant materials, upon request, to 
assist City staff in revenue collection management and analySis. 

K. Access to Accounts 

The Contractor shall provide to City departments remote access to its accounts 
as&igned to the Contractor through an internet website or similar process.. Th.e 
Contractor shall also provide City departments with technical assistance, training and 
requirements needed to eBtablish and use remote &<lre$S privileges to its accounts, if 
needed, ~nd at no cost to the City. 

L. Complaint Response and Handling 

The Contractor shall acknowledge and respond to all written and oral complaints 
received relative to City accounts or City debto;rs. For written complaints. the 

. Contractor shall acknowledge receipt of the complaint in writing within two (2) 
business days from the day the written complaint is received. Complaints and/or 
inquiries by telephone sball be received by tbe Contractor's personnel during regular 
business hou.n;. Duri~g non-business hours, U:ie Contractor shall provide a means for 
debtcrs to leave a message regarding their complaint andlor inquiry. All phone 
messages regarding City accounts shall be responded to by tbe Contzactor no later 
than the next business day from the day ~at the message was left. 

All complaints shall be directed to qualified customer service stsff or manager who 
shall take responsibility for resolving the matter. The Contractor shall conduct any 
necessary investigations and take appropriate steps to resolve complaints within thirty 
(30) oaJ.endiU' days from tt.ecipt of the compbrint, or othe.r time frame, if deemed 
appropriate and specified in writing . by the City. The Contractor s~l notify 
complainant of the resolution af their complaint in writing and provide written 
notification .of said resolution to the City, as defined in Article V of this Agreement. 
In circw:nstances when a complaint ~uires more than thirty (30) calendar days to 
resolve. the Contnictor shall infonn the City of the additional time needed, basis for 
the delay and estimated time when a resolution is expected. 

The Contractor shall document and Jllajntain records of all complaints initiated, 
:including information regarding the person( a) that filed the complaint, sp~c details 
regarding the nature of the complain[, aU parties involved, seeps taken to resolve the 
matter, final disposition and the name and title of staff that handled the matter. 

At its sole discretion. the City may require the Conlractor to take further steps to 
resolve a complaint if detennined by the City that the Contractor did not ad~ the 
complaint in a manner satisfactory to the City. The Contracror shall provide to the 
City any record(s) relative to a complaint upon request of the City, and said record( a) 
shall be made available tc the City within two (2} business days of the City's reqoest. 
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The Contractor shall immediately notify the City of any legal actions initiated against 
the Contractor ·regarding any City account, or which may have any relevance to tbe 
City as a business partner. The Contractor &ball within one (1) week of giving notice 
to the City of a legal action, submit a comprehensive written report. including any 
supporting doc\lOlentation, to the City to ·acquaint the City of pertinent details 
regarding the legal matter. The City may, at its discretion, require the Contractor to 
provide said report sooner than one (1) week if deemed appropriate. The· Contractor 
shall keep the City infonned on tbe status of any litigation matter at least on a 
quarterly basis, and shall immediately ;nfurm the City of any key developments with 
regard to the legal. proceeding. The City may, at its sole discretion, modify the 
Contractor's reporting ~u.irement regarding· a legal matter as deemed appropriate. 
The Contractor shall assume all com related to any litigation and the City shall be 
held lwmless for any liabilities or damages that may result from litigation against the 
Controctor on any City account. 

ARTICLEIV • COM.MJSSIONPAYMENTS 

The City agrees to rompensa1e the Contractor on a contingency fee basis for services to the City 
perfonned undec thi.s Agreement. H no recovery is made on an account referred to the Contractor 
by the City, there iB no compensation due to the Contractor. The commission due the Contractor 
shall be based on the Contractor's applicable commission rate approved by the City and any 
recovery made on an account thBt has been assigned to the Contractor. up to, but not to exceed 
the City's assigned amount. For compensation pwposes, the assigned amount is the amount of 
the debt .refened to· the Contractor~ including any City authorized adjustments to the amount 
referred after assignment, ie., i~terest accruing on the unpaid balance or a reduction in the debt 
from an audit performed on the acconnt. 

Any 8djustments made to an assigned amount shall be authorized by the City, and upon 
adjustment, the Contmctor shall be entitled to commission on amounts rocovered op to lbe final 
adjusted assigned amount. The Contractor is not entitled to commission on amounts recovered 
that exceed the City's assigned amount, i.e., the Contractor's contingency fees authorized by the 
City to be added t.O the assigned amount and .collected by the Contractor. 

The Contractor's approved commission rates for primary and secondary level collection on 
actuBl amounts recovered on accounts referred, up to, but not exceeding the assigned amount of 
the referral, shall be: 

• 11.9% tor Prlmrv CoDection Services 

• 22.5% for Secondarv Collection Services 

The ConJ.ractor shall not be compensated in any other method than that prescribed in this Article. 
An invoice sha11 be submitted to the appropriate referring City department far commission owed 
the ContractOr on amounts collected during the previous month, as detailed in Article m and 
Article V of this Agreement. 
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Any money paid directly to the City on any account assigned to the Contractor shall be deemed 
to have been coDected by the Contractor, and the Conttactor will be entitled to receive a 
commission on the payment, unless: 1) payment is received by the City or postmarked on or 
prior to the date of the City's receipt of the Contractor Acknowledgement Report as set forth in 
Article V of this Agreement or; 2} collection activity. such as dunning notice sent or telephone 
contact with debtor. by the Contractor has not begun, in which case the Contractor would not be 
due any commission. The City shall promptly notify the Contractor regarding any payment made 
directly to tbe City on an account aSsigned to the Contractor. 

ARTICLE V ·REPORTING 

A. Required Monthly Reports to City Contract Administra10r 

The Contractor shall provide to the Contract Admioistrator in the Office of Finance, 
monthly electronic reports regarding collection activi~. overall and specific to 
individual City departments, performed by the Contractor during the pre'Vious month 
and from inception of the AgreemenL fRequired monthly reports are due to the City's 
Contract Administrator within five (5). working days of the close of the· prior month. 
The City reserves the right to modify the Contractor's monthly reporting requirements 
as deemed appropriate and the Contractor shall comply with any requested cbange8 to 
monthly reporting requirements within one (1) month of being notified by City -of tbe 
requested modification. Required monthly reporting, as defined by the City, may 
iocludet bot are not limi~d to the· following reports: 

• Activity Reports 
• Batch Reports 
• Overall Status of Accounts Referi'ed 
• Lists of Delinquent Debtors 
• Performance Reports 
• Stair-Step Reports 
• Status of Complaints, as defined in Article DI of this Agreement 

B. Required Monthly Reports to Referring City Departments 

The Contraetor shall a18o proviqe monthly electronic reports to each City department 
that refers accounts. Monthly reports shall include information relative to coJlection 
activities specific to accounts .referred to the Contractor by that City department and 
include information for t1w prior month and aggregate from the time department 
initiated referring accounts to the Contractor. Required monthly reports B.Ie due to City 
departments within five (5) working days of the close of prior month. City 
departments re$erve the right tO modify Contractor's monthly reportin8 requirements 
as deemed appropriate. The Contractor &hall comply with any requested changes in 
monthly reporting within one (1) month of receiving notification from the department 
Required monthly reporting to referring City departments on accounts assigned to the 
Contractor may include. but are not limi~d to the following: 
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• Status of Accounts Referred by the Oty department 
• Retwned/Closed Accounts 
• Retained Accounts 
• Remittance Report 

C. Acknowledgement Report 

Upon receipt of a referral from a City department, the Contractor shall provide an 
Acknow~dgment Report 1o the referring City department within one City business 
day from the assignment w verify account placement. Timely submission of the 
Acknowledgement Report by the Contractor is essential in order for the Contractor to 
be entitled any commission fur monies collected on a referred acoount, as set forth in 
Article IV of this Agreement. The refening City department shall specify to the 
Contra~ the method for receipt of the Acknowledgement Report. Information in the 
report shall include, but not be limited to the following on each account received: 

• City AccountNumber, 
• Debtor Name 
• Assignment Date 
• Assignment Amount 

D. Returned Accounts Report 

The Contractor is required to furnish to City departments when applicable, a report on 
acc.ounts Il3tumed to the City. Reasons that an assigned account may be returned to the 
City include, but are not limited to: 

• Contractor was unable to collect the unpaid amounts within the time 
period allotted by the City to effect collection 

• Court-ordered receivership is granted over debtor's business 
• Debtor bankruptcy filing 
• Debtor is deceaSed 
• Decedent's estate lacks sufficient assets to satisfy the indebtedness 
• City recalled the account 

The contractor must state in its report the reason(s) for the return of the account and be 
able to provide detailed information regarding all efforts undertaken by the Coi)tractor 
to collect on the account prior to its return. The format for the report on returned 
acoounts shall be specified by the City departments and shall accompany any returned 
accounts. At a minimum, infonnation contained in the report shflll include the 
following for each account returned: 

• City Account Number 
• Cpntractor Assigned Account Number 
• Debtor Name 
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• Assignment Date 
• Assigned Amount 
• Amount Collected 
• Remaining Balance Due 
• Detailed Reason for Return 

E. Retained Accounts Report 

The Cont:mctor is required to funrish to City depact:ments when appUable, a report on 
accounts retained by tbe Contractor beyond the approved nine (9) months for primary 
collection and six (6) months fur secondary. collectioiL Reporting on retained accounts 
sball begin no later than the date tbat these acoounts would normally have been 
ret.urned to $e'City due to the time peqod allotted by tbe City to effect collection has 
expired. The Contractor shall continue to report on retained accounts. on a montbly 
basis, until said accounts are paid in full or returned to the City department. 

City accounts shall not be .retained by the Conttactor unless autho.ri.zed in writing by 
·tbe referring City department or wbc.re payment plans ~in effect and debtors are 
making active payments under the payment plan that will extend beyond the allotted 
time period to effect collection as specified under this Agreement. 

At any time the City may, at its sole discretfqn and for any rea&on. recall an account 
from the Contractor. as set fortb in ~cle ill· of this Agreement. However, this action 
would not preclude payment obligations to the Contractor of contingency fees in the 
event an account with a payment plan in effect is taken ovc:.r by the City and 
successfully collected by the City. The retained acooun18 report shall include at ~st 
the following information for each account retained: 

• City Account Number 
• Debtor Name 
• .Asa.lgnment Date 
• Assigned Amount 
• AunouotColl~ 
• Remaining Balance Due 
• Reason(s) Account has been Retained 

F. Remittance Report 

The Contractor is required to furnish to City departments wben applicable, a 
remittance .report setting forth the details from any monies collected from debtOrs on 
City ~igned accounts during the previous month. This report sball accompany the 
montbly delivery of monies, as defmed in Article m of tbis Agreement. and shall be 
delivered to the referring City department 011 or ~>¢ore t1le fifteenth (1.5111

) of each 
month tbat the Con1tactor oollected paymenEB on assigned accoll.D.ts during the 
previous month. Automated .remittance processes may be implemented upon written 
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agreement between the City department and the Contractor. Specific information 
required in the report shall include, bot not be limited to: 

• Contract Number 
• Contractor Assigned Vendor Code Number 
• City Account Number 
• Debtor Name 
• Batch Number 
• Amount Collecred 
• Remaining Balance Due 
• Contractor Commission 

G. Customized, Ad Hoc and Specialized As Needed Reports 

On an occasional basis, the Contractor shall be required· to provide to the City Contract 
Administrator or referring City departn;lent customized. .ad hoc or specialiud as 
needed reports. The Contractor shall furnish said. reports within five (5) business days 
from receipt of a written request. or other timeframe specified in writing, from the City 
Contract Administrator or referring City department. Specific details regarding the 
content and fonnat of rbc specialized report shall be provided by the requesting party. 

ARTICLE VI· TERM 

'The teqn of this Agreement shall commence on June 1. 20.13, and oontinue through May 31, 
2016, unless terminated earlier as provided herein or amended as elsewhere provided herein. The 

'City may, at its sole dlscrction, extend the term of this agreement for two (2) additional years in 
one (1) year increments under the same prices, terms and 'conditions for such periods if both 
parties agree to the extensions. 

ARTICLE vn .. MANAGEMENT. ORGANIZATION AND RESPONSmiLITIES 

A. City Contract Administrator 

The City hereby appoints the Director of tlle Office of Finance, Or his/her designee, as 
the City Conll"Bct Administrator with respect to overall management, amendments or 
other matters directly related to this Agreement, provided; however, that any matters 
which will increase the City's financial obligation hereunder shall be presented· to the 
City Council for its considuation and approval or otherwise approved as provided in 
the City's Charter or Administrative Codes. 

EaCh City depanrnent shall be primarily responsible for matters regarding their 
assigned accounts or refermis. The Contractor shall direct any communications .a.ndlor 
inquires reg&rding any assigned account6 to the City department that referred rbe said 
accoonts in accordance wjth fhe Participation Document and other directives from the 
City department City departments shall provide INritten notice to the Contractor with 
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regard to aoy changes in the Participation Document or maru.gement of their referred 
accounts. · 

B. Contractor's Representative 

The Contractor hereby appoints Jeffrey Smi.th, Vice President, to represent the 
Contractor with respect to amendments or other matters to this Agreement. 

AR11CL.E VID ~NOTICE§ 

Notices and all other communications to the City or the Contractor requ:ired by or regarding this 
Agreement shall be in writing and delivered personally or ·sent by first class mail or fax as 
follows: 

A. City Addr~§: 
Office of Finance 
200 N. Spring Street, Room 1225 
Los Angeles. Califomi.a 90012 
Attn: Wai Y. Lau, City Contract Administrator 
Telephone: (213) 978-1514 
Fax: (213) 978"-3666 
Email: wai.y.lau@lacity.org 

B. Contractor's Address: 

NCO Financial Systems, Inc. 
I 0540 White Rock Road, Suite 2~;o 
Rancho Cordova, CA 95670 
Attn: Jeff.rey Smith, Vice President 
Telephone: (888) 289..()907 Ext 7007 
Email: jeff.smitb@ncogroup.com 

Any change by either party with regard to notices and all other communications to the City or ihe 
Contractor shall be made through written notice to the other party in accordance with this 
Article. 

ARTICLE IX·· TERMINATION 

The City may terminate the Agreement. or any part hereof, for its convenience. effective as of 
any date upon at least thirty (30) days written notification to che Contractor. 

Upon tennination of the Agreement, all accounts shall be deemed automatically teassigned by 
the Contractor to the City . .In-:proc:ess collections may be consid«ed waived from reassignment 
upon writte.n consent from the Oty. For the ptupose of this Agreement, in·process collections are 
instances where payment plans are in affect and active payments are being made by the debtor in 
accordance wit.b the plan. Contract terms and conditions will stay in effect wi.tb regard to 
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accounts that remain with the Contractor for in-process collections, with no additional account 
referrals to the Contractor by the City. 

If any provision of this Agreement is held unenforceable. then such provision may be modified 
by mutual agreement to reflect the parties' intention. All remaining provisions of this Agreement 
shall remain in full force and effect. 

ARTICLE X .. Il';CORPORATIQN BY REFERENCE 

The Contractor agrees to comply with all tellll8 and conditions set forth in the City•s ustandazd 
Provisions for City Contracts•• (revised March 2009). a copy of which is attached hereto as 
Appendix A and incorporated herein by reference. 
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lN WITNESS WHEREOF, the parties herem have caused this instrument to be executed by their 
respective duly authorized representatives. 

Approved Comotate Signature Methods: 

a) TWo signatures: one by Chairman of Board of Directors, President, or Vice President; and 
one by SCC'retary, Assistant Secretwy, ChiefFinanc.ial Officer, or Assistant Treasurer. 

b) One signature by corporate designated individual together with properly attested resolution of 
Board of Directors autboriztng pel'son to sign on the company's behalf. 

THE CITY OF LOS ANGELES 

By ~{~if~ 
ANTOJNEITE CHRISTOVALE 

Director of Finance 

D<tte 5-:;o-r?> 

APPROVED AS TO FORM: 

CARMEN A. TRUT ANlCH, 
City Att,Dtni5V 

Date 
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NCO FINANCIAL SYSTEMS, INC. 

By Cl.L~~~ 
Name A\(1..."" ~. Suet.c- \\~ ~ 
Title v\·c..e ~ ll c...~ t,.(l) «.M 'i 

Date ~\\1l ·r~ 

Name 

Title 

Date 
~I 

ATTEST: 

! .. ;. 

JUNE LAGMA Y, 
Cicy Cieri< J • 
By IL/1!I!f)HA IJ/.A,t;.A 
Date ~J!~a/)-~+=-/!J __ 

~ ~r;J?~ 



SECRETARVIS. CeRTifiCATE 

I, Thomas Amer, do hereby cer1ify ae foUows: 

'1. That I em th& duty elected and qualified Executive VIce President, Chfef AdministratiVe Officer 
and Secretary of NCO Financial ~Yitems, Inc. (the ueompany"), a Perlllsytvanla corporation. 

2. That the followtng are lM and complete copies of exoerpts from the Joint Action by 
Unanimous WriUen Consent ot the Board of Olrectol$ and Sole Shareholder of the Company 
elfecitlve JuJy 1, 2012, end that safd resolutions are the most recent resofutlona of the Company 
pertaining to the su~ect matter thereof and are In full force and effect as of the date here~f. 

I NOW THEREFORE, BE IT RESOLVED THAT: 

Regsrdlsss of any contraty provfsions in the Bylaws, the otffcare of the Company shall 
consist of the officea Hsfed befow and the following persons ere elected to the omces ol 
the Company set forth oppostte their names to serve in accordance with the Bytaws, unbl 
lhei' su~sors are duly e~ted and quafifJed. 

Thomas Erhardt 
~ad< Jones 
Thomas Arnst 

JolmCubbJn 

Presfdent, Chlet Financial Offlcer end Treasurer 
Executive Vice President and Chief Opafatlng Ofr~eer 
Exeet~Uw Vice Prestdent, Ch~ Administrative Officer 
and Secretary 
Exect.ltlve Vic& President and Chief Information Officer 

The above-named officers of the Company are heteby authorl2ed4 empowered end 
directed io &xecute, ot delegate authortly to any lndMdueJ or '"dMduafs to e.xeouta, any 
and all suoh furlher instruments, doc:umenfS, eel11flcatea and agreemenrs,.tn the ordtnary 
course of bu&fness ot the Company, In ltle name and on behalf of tile Company,· under tts 
corporate seal or otherwise, as they OOI\Sider necessary or desirable to csny out the 
purposes of the foregoing re.sotutiotlS. Any delegation of such signatory auChodty e!VIJI be 
evidenced by a wrrtlng '(lncJudlng, WJltlout llmftatlon, an emaR) by the applicable above­
named ~er of the Company delegating such euthorlty. 

3. That Alan Superfine, VIce Pre81dent, NCO Financial System&. Jnc., by emaH delegation dated 
May 17, 2013 ("authorf2Gd delegatlonj, a C0f1Y of which authorized defegalon fs attached hereto, 
wae auttlortzed to sign the Agreement between The City of los Angeles and NCO. Financial 
Syttems, Inc. for Collection Services of !he City's Delinquent hcounfS Recehlable dated May 17, 
2013. 

IN WITNESS WHEREOp, I have hereunto set my hand thls 20lh day of May, 2013. 

. ~tdom, 
Chfef Admfnfstralive Officer ~nd 
Secretary 

.. 




