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NationwideNationwide SupportSupport Services,Services, Inc.Inc. 
OurOur FileFile No.:No.: 3872.33872.3 

DearDear Ms.Ms. Brown:Brown: 

ThisThis officeoffice hashas beenbeen askedasked toto respondrespond onon behalfbehalf ofof NationwideNationwide SupportSupport Services.Services. Inc.Inc. ("NWS")("NWS") toto 
thethe additionaladditional inquiryinquiry byby thethe FederalFederal TradeTrade CommissionCommission pursuantpursuant toto thethe rulemakingrulemaking processprocess regardingregarding thethe 
TelemarketingTelemarketing SaleSale RuleRule -- DebtDebt ReliefRelief Amendments.Amendments. ThisThis responseresponse willwill dealdeal withwith thethe specificspecific questionsquestions 
directeddirected toto NWSNWS (No.s(No.s II andand 8).8). TheThe infonnationinfonnation thatthat isis responsiveresponsive toto No.2No.2 -- 77 willwill bebe providedprovided toto TheThe 
AssociationAssociation ofof SettlementSettlement CompaniesCompanies (''T(''TASC")ASC") andand bebe aggregatedaggregated byby TASCTASC intointo aa collectivecollective responseresponse 
submittedsubmitted byby JamesJames HuizingaHuizinga ofof SidleySidley Austin.Austin. 

RESPONSESRESPONSES TOTO QUESTIONSQUESTIONS 

I.I. CompanyCompany Background.Background. 

(a).(a). NWSNWS providesprovides "back-end""back-end" supportsupport servicesservices toto clientsclients enrolledenrolled intointo aa debtdebt settlementsettlement program.program. TheThe 
clientsclients areare solicitedsolicited byby andand contractcontract withwith aa thirdthird partyparty marketingmarketing company.company. NWSNWS contractscontracts withwith thethe 
marketingmarketing companycompany toto provideprovide forfor accountaccount administration.administration. customercustomer supportsupport andand accountaccount negotiation.negotiation. 
TheseThese areare arms-lengtharms-length transactionstransactions withwith unrelatedunrelated parties.parties. Therefore.Therefore. NWSNWS doesdoes notnot enrollenroll consumers.consumers. 
Notwithstanding.Notwithstanding. NationwideNationwide waswas formedformed inin 20052005 andand commencedcommenced thethe back-endback-end servicingservicing businessbusiness inin 
earlyearly 2006.2006. 

(b).(b). NWSNWS doesdoes notnot offeroffer settlementsettlement programs.programs. TheThe companiescompanies thatthat NWSNWS contractscontracts withwith areare thethe partyparty 
offeringoffering debtdebt settlementsettlement programsprograms toto consumers.consumers. Notwithstanding.Notwithstanding. sincesince commencingcommencing operations.operations. therethere 
havehave beenbeen aa numbernumber ofof changes.changes. asas outlinedoutlined below.below. OneOne ofof thethe challengeschallenges forfor allall concernedconcerned isis thatthat debtdebt 
settlement.settlement. asas practicedpracticed atat highhigh volumesvolumes inin thethe currentcurrent economy.economy. isis aa relativelyrelatively newnew industry.industry. BestBest 
practicespractices inin servicingservicing clientsclients andand negotiatingnegotiating withwith creditorscreditors isis aa processprocess ofof constantconstant improvement.improvement. BelowBelow 
isis aa listinglisting ofof thethe materialmaterial changeschanges sincesince NWSNWS commencedcommenced providingproviding back-endback-end services:services: 
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I).I). NWSNWS requiresrequires thatthat allall consumersconsumers itit isis servicingservicing initiateinitiate thethe savingssavings ofof fundsfunds forfor settlementsettlement 
soonersooner thanthan previouslypreviously providedprovided for;for; 

2).2). NWSNWS revisedrevised itsits WelcomeWelcome PackagePackage toto clientsclients toto provideprovide moremore informationinformation onon thethe program,program, 
provideprovide itit moremore clearlyclearly andand emphasizeemphasize thethe criticalcritical rolerole thethe clientsclients playplay inin thethe successsuccess ofof thethe programprogram byby 

settingsetting asideaside fundsfunds forfor settlement;settlement; 

3).3). NWSNWS developeddeveloped aa transitiontransition teamteam thatthat focusedfocused onon thethe needsneeds ofof thethe clientclient duringduring thethe firstfirst ninetyninety 
daysdays ofof thethe program.program. NWSNWS foundfound thatthat clientsclients oftenoften facedfaced thethe hardesthardest challengeschallenges inin thethe earlyearly stagesstages ofof thethe 
programprogram andand thatthat byby increasingincreasing thethe numbernumber ofof contactscontacts withwith thethe clientclient andand thethe amountamount ofof information,information, thethe 
clientclient couldcould betterbetter understandunderstand andand navigatenavigate thethe program;program; 

4).4). NWSNWS substantiallysubstantially revisedrevised thethe contractcontract withwith thethe client.client. TheThe modificationsmodifications werewere designeddesigned toto 
makemake thethe contractcontract easiereasier toto understandunderstand andand ensureensure thatthat allall neededneeded andand usefuluseful disclosuresdisclosures werewere properlyproperly 

articulated;articulated; 

5).5). NWSNWS modifiedmodified itsits contractcontract withwith thethe marketingmarketing companiescompanies toto ensureensure thatthat thethe marketingmarketing 
companiescompanies mademade certaincertain specificspecific disclosuresdisclosures toto clientsclients enrolledenrolled inin aa programprogram andand diddid notnot makemake certaincertain 
unsupportableunsupportable oror misleadingmisleading statementsstatements toto consumers;consumers; 

6).6). NWSNWS developeddeveloped DebtDebt Talk™,Talk™, whichwhich consistsconsists ofof aa setset ofof educationaleducational modulesmodules designeddesigned toto 
improveimprove financialfinancial literacyliteracy ofof clientsclients enrolledenrolled inin thethe program.program. NWSNWS foundfound thatthat merelymerely settlingsettling thethe creditcredit 
cardcard accountaccount ofof aa consumerconsumer wouldwould notnot alwaysalways solvesolve thethe financialfinancial situationsituation ofof thethe clientclient becausebecause withoutwithout 
additionaladditional toolstools andand informationinformation theythey couldcould repeatrepeat thethe badbad financialfinancial habitshabits thatthat leadlead toto nearnear bankruptcy;bankruptcy; 

7).7). NWSNWS developeddeveloped TheThe FrugalityFrugality GameGame TM,TM, whichwhich isis anan interactiveinteractive adventureadventure thatthat combinescombines 
financialleamingfinancialleaming exercisesexercises withwith games,games, informationinformation andand practicalpractical solutionssolutions thatthat helpshelps consumersconsumers savesave 
moneymoney andand improveimprove financialfinancial literacy.literacy. TheThe gamegame waswas developeddeveloped toto reachreach notnot justjust clients,clients, butbut individualsindividuals 
whowho needneed financialfinancial literacy.literacy. ThereThere isis aa criticalcritical needneed forfor moremore accessibleaccessible andand useableuseable financialfinancial literacyliteracy 
programsprograms forfor consumers.consumers. 

8.8. QualityQuality SurveySurvey ServicesServices Survey.Survey. 

(a).(a). NWSNWS retainedretained thethe servicesservices ofof QualityQuality SurveySurvey ServicesServices ("QSS")("QSS") toto conductconduct exitexit interviewsinterviews ofof 
consumersconsumers whowho receivedreceived servicesservices fromfrom NWS.NWS. QSSQSS isis anan independentindependent thirdthird party.party. WhenWhen NWSNWS decideddecided toto 
conductconduct aa surveysurvey ofof clientsclients whowho completedcompleted 50%50% ofof thethe program,program, NWSNWS generatedgenerated aa listinglisting ofof allall suchsuch 
clientsclients withinwithin aa designateddesignated timetime frameframe andand forwardedforwarded thatthat listlist toto QSS.QSS. TheThe listlist containedcontained contactcontact 
informationinformation forfor thethe client,client, amountamount ofof debtdebt enrolledenrolled andand thethe numbernumber ofof accountsaccounts settled.settled. 

(i)(i) QSSQSS triestries toto contactcontact eacheach clientclient byby telephonetelephone atat leastleast threethree times.times. IfIf theythey dodo notnot makemake contactcontact 
afterafter threethree timestimes andand don'tdon't receivereceive aa callcall back,back, QSSQSS willwill makemake nono furtherfurther attempts.attempts. IfIf QSSQSS makesmakes contactcontact 
withwith thethe client,client, thethe interviewinterview isis conductedconducted byby telephone.telephone. TheThe trainedtrained interviewerinterviewer usesuses aa formform 
questionnairequestionnaire toto obtainobtain specificspecific informationinformation fromfrom thethe client.client. TheThe informationinformation isis handwrittenhandwritten byby thethe 
interviewerinterviewer onon toto thethe form.form. TheThe formsforms areare maintainedmaintained byby QSS.QSS. AtAt thethe beginningbeginning ofof eacheach call,call, thethe 

interviewerinterviewer asksasks thethe clientclient ifif theythey havehave permissionpermission toto recordrecord thethe call.call. IfIf permissionpermission isis granted,granted, thethe callcall isis 
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recorded.recorded. QSSQSS maintainsmaintains allall recordedrecorded callscalls electronically.electronically. QSSQSS isis providingproviding thethe recordingrecording ofof allall NWSNWS 

existexist interviewsinterviews toto thethe FfC.FfC. 

(ii)(ii) QSSQSS contactedcontacted 129129 individualsindividuals inin orderorder toto completecomplete thisthis survey.survey. 

(iii)(iii) TheThe totaltotal numbernumber ofof clientsclients thatthat werewere sentsent toto QSSQSS andand werewere inin thethe targettarget groupgroup withinwithin thethe 
designateddesignated timetime frameframe isis 159.159. TheseThese 159159 completedcompleted 50%50% ofof thethe programprogram betweenbetween FebruaryFebruary 12,200912,2009 andand 

SeptemberSeptember 4,4, 2009.2009. 

(iv)(iv) NWSNWS isis notnot ableable toto calculatecalculate thethe timetime frameframe thatthat thethe surveyedsurveyed consumersconsumers werewere servicedserviced byby 
NWSNWS withoutwithout havinghaving toto looklook atat eacheach filefile andand ascertainascertain thethe enrollmentenrollment date.date. However,However, allall ofof thesethese clientsclients 
receivedreceived servicesservices fromfrom NWSNWS inin 20082008 andand intointo 2009.2009. 

(b).(b). NWSNWS alsoalso retainedretained QSSQSS toto conductconduct exitexit interviewsinterviews ofof consumersconsumers whowho completedcompleted thethe program.program. NWSNWS 
generatedgenerated aa listinglisting ofof allall suchsuch clientsclients withinwithin aa designateddesignated timetime frameframe andand forwardedforwarded thatthat listlist toto QSS.QSS. ItIt 
containedcontained thethe samesame informationinformation asas describeddescribed above.above. 

(i)(i) QSSQSS triestries toto contactcontact eacheach clientclient byby telephonetelephone atat leastleast threethree times.times. IfIf theythey dodo notnot makemake contactcontact 
afterafter threethree attemptsattempts andand don'tdon't receivereceive aa callcall back,back, QSSQSS willwill makemake nono furtherfurther attempts.attempts. IfIf QSSQSS makesmakes 
contactcontact withwith thethe client,client, thethe interviewinterview isis conductedconducted byby telephone.telephone. TheThe trainedtrained interviewerinterviewer usesuses aa formform 
questionnairequestionnaire toto obtainobtain specificspecific informationinformation fromfrom thethe client.client. TheThe formform requiresrequires thethe interviewerinterviewer toto circlecircle 
responsesresponses mademade byby thethe intervieweeinterviewee oror fillfill inin aa blanksblanks withwith informationinformation providedprovided byby thethe interviewee.interviewee. TheThe 
formsforms areare maintainedmaintained byby QSS.QSS. AtAt thethe beginningbeginning ofof eacheach call,call, thethe interviewerinterviewer asksasks thethe clientclient ifif theythey havehave 
permissionpermission toto recordrecord thethe call.call. IfIf permissionpermission is'is' granted,granted, thethe callcall isis recorded.recorded. QSSQSS maintainsmaintains allall recordedrecorded 
callscalls electronically.electronically. QSSQSS isis providingproviding thethe recordingrecording ofof allall NWSNWS exitexit interviewsinterviews toto thethe FfC.FfC. 

(ii)(ii) NWSNWS definesdefines completedcompleted asas thethe settlementsettlement ofof allall accountsaccounts thatthat areare enrolledenrolled intointo thethe debtdebt 
reductionreduction programprogram servicedserviced byby NWS.NWS. 

(iii)(iii) QSSQSS contactedcontacted 329329 individualsindividuals inin orderorder toto completecomplete thisthis survey.survey. AllAll clientsclients whowho wherewhere 
contactedcontacted andand surveyedsurveyed areare reflectedreflected inin thethe data.data. 

(iv)(iv) NotNot applicable.applicable. 

(v)(v) TheThe totaltotal numbernumber ofof clientsclients thatthat werewere sentsent toto QSSQSS andand werewere inin thethe targettarget groupgroup withinwithin thethe 
designateddesignated timetime frameframe isis 329.329. 

(vi)(vi) TheThe totaltotal debtdebt savingsaving waswas calculatedcalculated byby takingtaking thethe amountamount owedowed onon thethe accountaccount whenwhen itit waswas 
enrolledenrolled intointo thethe debtdebt settlementsettlement programprogram andand deductingdeducting thethe amountamount ofof thethe negotiatednegotiated settlement.settlement. 

(vii)(vii) ToTo calculatecalculate thethe averageaverage settlementsettlement percentage,percentage, NWSNWS calculatescalculates thethe settlementsettlement percentagepercentage 
forfor eacheach settledsettled account.account. ForFor example,example, ifif thethe consumer'sconsumer's accountaccount balancebalance waswas $20,000$20,000 atat timetime ofof 
enrollmentenrollment andand waswas settledsettled forfor aa payment(s)payment(s) toto thethe accountaccount holderholder ofof $8,000,$8,000, thethe settlementsettlement percentagepercentage 

wouldwould bebe 40%.40%. NWSNWS addsadds allall suchsuch settlementssettlements andand dividesdivides thatthat totaltotal byby thethe numbernumber ofof settlements.settlements. 

(viii)(viii) NWSNWS calculatedcalculated thethe settlementsettlement percentage.percentage. 
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(ix)(ix) QSSQSS reliedrelied onon thethe informationinformation providedprovided byby thethe consumerconsumer andand diddid notnot engageengage inin anyany 
independentindependent verification.verification. 

(c)(c) QSSQSS usedused thethe samesame interviewinterview methodologymethodology forfor thethe surveysurvey ofof clientsclients 88 monthsmonths followingfollowing leavingleaving thethe 
programprogram asas usedused forfor thethe otherother twotwo aboveabove discusseddiscussed surveys.surveys. 

(i)(i) TheThe numbernumber ofof consumersconsumers thatthat participatedparticipated inin thethe follow-upfollow-up surveysurvey waswas 105.105. 

(ii)(ii) TheThe numbernumber ofof consumersconsumers includedincluded inin thethe followfollow upup surveysurvey thatthat participatedparticipated inin thethe originaloriginal 
surveysurvey isis unknown.unknown. NeitherNeither QSSQSS nornor NWSNWS hashas cross-referencedcross-referenced thethe participantsparticipants ofof eacheach survey.survey. NWSNWS 
assumesassumes thatthat therethere isis somesome overlap.overlap. 

(iii)(iii) NWSNWS doesdoes notnot knowknow thethe creditcredit scoresscores ofof clientsclients atat timetime ofof enrollment.enrollment. 

ThisThis informationinformation isis basedbased onon existingexisting informationinformation andand ifif subsequentlysubsequently newnew informationinformation arises,arises, NWSNWS 
reservesreserves thethe rightright toto amendamend thesethese responses.responses. However,However, NWSNWS hashas carefullycarefully reviewedreviewed allall responsesresponses toto 
ensureensure completecomplete accuracy.accuracy. 

IfIf followingfollowing youryour reviewreview ofof thethe informationinformation providedprovided above,above, thethe FederalFederal TradeTrade CommissionCommission hashas additionaladditional 
inquiries,inquiries, pleaseplease letlet meme knowknow andand NWSNWS willwill endeavorendeavor toto provideprovide thatthat information.information. 

Sincerely,Sincerely, 

ROSKE, 
i 

LOGANLOGAN RjrtOSKE, LLPLLP 

VWilliam R.R. MitchellMitchell 
AttorneyAttorney atat LawLaw 
William 
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