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Introduction to Latitude 13.0

The Latitude 13.0 collections solution has comprehensive debt collection and recovery capabilities for
managing all pre- and post-charge-off accounts and workflow processes. It provides collectors and
agents with the tools to manage the debt collection and recovery process. It also provides supervisors,
managers, administrators, and support staff with the tools to manage Latitude.

Latitude provides the full functionality for the collector's or agent's desktop and deploys as a true zero-
footprint, browser-based environment.

Latitude 13.0 allows you to:
e Maintain account and contact information.
e Track account activities.
e Record account notes.
e Set account reminders and follow-up dates.

e Schedule and process payments.

What's New in Latitude 13.0

The initial release of Latitude 13.0 introduced the following enhancements.

Angular upgrade

Latitude by Genesys upgraded the Agent Desktop to the most recent Angular technology. This upgrade
improves overall performance, supportability, and scalability as we continue to transition the Latitude
product suite to a minimal footprint deployment strategy.

Custom panels

Added ability to create custom anchor cards and reference panels to display in the Work Form. You map
the custom anchor card or reference panel to a query that specifies the data to display in the card or
panel. You create the query using the Custom Panel Query Creator tool in Latitude Console and create
the mapping in the Custom Panel Mapping panel in Latitude. For more information, see Custom Panel
Query Creator in the Latitude Console documentation and Custom Panel Mapping in the Latitude
documentation.

Interaction Dialer

e Added integration to Interaction Dialer to allow users to process campaign calls in call lists that
your organization creates using List Builder. For more information, see Dialer Agent Interface

e Added ability to log on to Interaction Dialer automatically when logged on to Latitude. For more
information, see Add a User and Modify a User.

e Added ability to map disposition codes from your Dialer server to result codes in Latitude. For
more information, see Map a Disposition Code to a Result Code.

e Added ability to dial phone numbers manually from the Contact Information tab or the Phones
panel. For more information, see Dial a Phone Number.
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Payment arrangements

Added ability to create a single payment arrangement for an amount that exceeds the account balance
when proposing a payment arrangement in the Payment Negotiator card. You can create the
arrangement for a single, non-joined account or for one or more joined accounts. The amount cannot
exceed the maximum overpayment amount configured in the Allow Overpayments permission.

Permissions

e Added Access Redirect Portal permission for specifying the web site to open in a new browser
tab when a user clicks the link on the account toolbar.

e Added Allow Overpayments permission for specifying whether to allow payment arrangements
that exceed the account balance. If allowing overpayments, specify the maximum percentage of
the account balance that users are allowed to increase the payment by when scheduling
overpayments. For example, if the account balance is $100 and the maximum overpayment
percentage allowed is 10%, you cannot create an overpayment arrangement for more than
$110.

e Added Dialer permission for specifying whether to display the Dialer Agent Interface in the
Work Form.

e Added Mask Phone Numbers permission for specifying whether to mask all phone number
occurrences in the Work Form.

e Added "Pool Queue" option to the Queue Providers permission for specifying whether the Pool
queue is available to users.
Pool queue

Added the Pool queue feature to the Work Form. A Pool queue is dynamic in that accounts flow in and
out of it as they qualify or disqualify. Accounts in a Pool queue reside on an inventory-type desk, where
multiple users have access to them.

Portal redirect

Added ability to display a web site that your organization specified in a new tab in your browser. For
more information, see Display a Web Site on a New Browser Tab.

Reference panels

Added a Communication panel to display all communications associated to an account, such as inbound
and outbound calls; and inbound and outbound letters. If available, you can also play audio recordings
associated to calls and view sent letters. For more information, see Communication.

Log On to Latitude by Genesys

Use the Logon page to log on to Latitude by Genesys. Your assigned permissions determine which
options and features in Latitude are available to you. For more information, see Permissions and
Policies.

To log on to Latitude
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1. Open Latitude by Genesys in your browser. The Logon page appears.

~ Latitude

-

Change Password

L

2. Do one of the following:

e If you have a user ID and password specifically for Latitude by Genesys, type them in the
boxes and then click Log On.

Note: As you type your password, periods display instead of the typed characters. If your
password expires, the system requires you to change it. For more information, see
Change Your Password.

e If your organization configured Latitude by Genesys to allow an external logon (for
example, your network credentials), leave the Username and Password boxes blank and
click External Log On. If you aren't logged on externally, the system redirects you to
your identity provider and prompts you to provide your credentials.

If your credentials are correct, the Latitude by Genesys page appears. Otherwise, an error
message appears; provide the correct credentials or contact your system administrator for

assistance.

Wergion: 30,1382 | DB Senar Nama: kocaloct | Diskabacs: Colecta00d

3. Toview information about the system (such as assembly versions for each component on the
web server), click the version number in the status bar. The About Latitude by Genesys dialog

box appears. This information is useful for troubleshooting deployments.
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About Interaction Collector
DB Server Name MaltLavaSystest
Database Namwe Collect2000

Assembly Versions
Name Version
ace-widr-3-0 3.0.5.4
AutoMappsr 2.2.1.0
Castle.Core 3.2.2.30
COTe_@vents-wedr-3-0 3.0.10.8
EntityFrameswaork 6.1.30225.0
EnfityFramework. SglServer 6.1.30225.0
i3core-widr-3-0 3.0.10.8
ideventog-widr-3-0 3.0.10.8

4. Do one of the following:

e Toopenthe Work Form, click Agent Desktop. A new browser tab opens. If any account
interactions remained open when you last logged off, the Open Interactions panel
appears. Otherwise, the Search Accounts panel appears. For more information, see
Account Retrieval.

e If you have the appropriate permissions and you want to process a batch of payment
transactions, click Batch Processor. For more information, see Process a Payment Batch.

e If you have the appropriate permissions and you want to configure system codes,
settings, permissions, and policies, click Administration. For more information, see
System Administration.

Change Your Password

Use the Change Password dialog box to change your Latitude by Genesys password. If your password is
close to the expiration date (based on the Password Expiration permission setting), a warning appears
under the Change Password link.

To change your password
1. Do one of the following:
e On your desktop, click the shortcut to Latitude by Genesys.
e If you have a bookmark set in your browser for Latitude by Genesys, click the bookmark.

¢ Inyour browser, in the Address box, type the address for Latitude by Genesys and press
Enter.

The Logon page appears.
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Passwaord
Change Password

L

2. Click Change Password. The Change Password dialog box appears.

Change Password

Login Name
Current Fasswond
Mew Password

Conffirm New Password

ane @ Password Hint @ Help

3. Inthe Login Name box, type your user ID.

4. In the Current Password box, type your current password.

5. Inthe New Password box, type your new password.

I Tip: To view the requirements for creating a password, click Password Hint.

6. Inthe Confirm Password box, retype your new password.

7. Click Change Password.

Work Form Overview

The Work Form is the main page in Latitude, and it consists of several sections. Each section allows you
to perform specific actions related to that section.
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Note: A red asterisk (*) next to a field indicates a required field.

1. Application toolbar: Displays options for viewing the Welcome page, logging off Latitude and
viewing the documentation. When processing a request, a yellow progress bar appears along
the top edge of this toolbar and a circulating progress indicator appears next to the logo.

2. Account toolbar: Displays options for displaying and working an account.

3. Delinquency or Recovery anchor: Displays delinquency or recovery information for the selected
account, depending on how your organization configured your system.

4. Account Detail toolbar: Displays options for viewing detail and summary information for the

selected account.

Task panel: Displays the selected task panel.

W B N W

Reference panel: Displays the selected reference panel.

Task Panel navigation tree: Displays the available task panels and allows you to open them.

Reference Panel navigation bar: Allows you to open and close reference panels.

Reference Panel toolbar: Displays options for the selected reference panel.
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10. Status bar: Displays the following system and account status information:

Icons

DB Server Name: Name of the Latitude database server.
Database: Name of the Latitude database.
Previous Login: Date and time you last logged on to Latitude.

Time on Account: Length of time that you've spent on this account. If the background
color is gray, you haven't reached the threshold set for the caution or warning zones. If
the background color is yellow, you've reached the threshold set for the caution zone. If
the background color is red, you've reached the threshold set for the warning zone. For
more information, see the Time on Account Configuration permission.

Queue Progress: Number of accounts in the work queue. This value only appears when
you are working accounts in a queue.

Alerts: Number of issues related to the account. To view details about the alert, click
Alerts. If you receive this message, "An error has occurred. If this problem persists,
please contact Technical Support," you can view the details by clicking Alerts.

An icon allows you to perform a specific action. The following icons are available on the Work Form:

Icon |Name Description
=y | Sejarch Displays :?md hides the Search & Queut? Sel'ec'tion panel, which allows you to search
Slide-in for and display accounts. The Search slide-in is on the Account toolbar.
N Collapse [Collapses a section of the Work Form to hide its contents.
Y% Expand Expands a section of the Work Form to display its contents.
T Filter Limits information in a data grid based on criteria you specify.
Form state

When you attempt to save information, the background of the "save" section of the panel you are
working changes color to indicate the status of the attempted save.

Color  |Description

Gray Default color that indicates the user hasn't requested a "save" action yet.
Blue Indicates the "save" action is processing.

Green [Indicates the "save" action completed without errors.

Red Indicates that there was an error completing the "save" action.
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Latitude by Genesys help provides you with information for using Latitude by Genesys. You can locate
and view help topics using the table of contents, index, and search features. You can also open help
within certain areas of Latitude by Genesys (for example, panels and dialog boxes) to view context-

appropriate information.

To open Latitude by Genesys help

e Inthe Application toolbar, click Help. The help opens with the introductory topic and table of

contents displayed.

Note: To open the help to a context-appropriate topic, in the panel or dialog box you have open
currently, click Help. The corresponding topic appears in a separate window. To display the
table of contents, at the bottom of the help window, click Show.

S GENESY

® = Hide

1 1 Ir3ex
(=) Latiude by Genesys

(® What's New in Latibude by
Genesys

Leg On to Latiede by Genasys
Work Form Onveniew

Help Crvendew

Change Your Password

(#®) Account Retrieval
WValidatle a Gall

View Account Wamings

(® Delinquency of Recoverny
Anchor

® Account Detail
(%) Account Links
#® Account Reminders

(® Queue and Desk Assignmenis

Introduction to Latitude by
Genesys

The Latitude by Genesys 12.0 collections solulion has
comprehensive debl collection and recovery capabiities for
managing af pre- and post-charge-off accounts and workflow
processes. It provides colleciors and agents with the tools 1o
manage the debl collection and recovery process. It also provides
SuUpervisors, managers, adminisiralors, and suppon stafl with the
tools to Mmanage Latilude by Genesys

Latitude by Genesys provides the full functionality for the collectors
of agent's deskiop and deploys as a rue Dero-footprinl, browser-
based emvironment

With the appropriate permissions. you can use Latitude by
Genesys lo:

« Maintain account and contact information.

« Track account acthities.

¥l

Tip: To adjust the width and height of the window or its panes, click the edge of the window or
pane and drag it up or down, left or right.

1. Toolbar: Allows you to display the table of contents, index, search feature, or glossary. When
you click an option in the toolbar, the corresponding information appears in the Navigation

pane.

2. Navigation pane: Displays the following:

Contents: Displays the table of contents. To display a topic in the Content pane, expand a book

and then click the link.

Index: Displays the index. To display a topic in the Content pane, type a keyword or phrase in the
box (or scroll through the list) and then click the link in the list.
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Search: Displays the search feature. To display a topic in the Content pane, type a keyword or
phrase in the box and then press Enter. In the search results, click the link.

Glossary: Displays a glossary of terms and definitions. To display a definition, click the term.

3. Breadcrumbs: Displays your current location within the help system. When you click a
breadcrumb, the related topic displays.

4. Content toolbar: Displays an option for sending feedback through an email message to Latitude
by Genesys Documentation.

5. Content pane: Displays the contents of a topic. To display recently visited topics, use your
browser's Back and Forward options. To view the Content pane menu, right-click in the Content
pane.

Search feature

You can use the search feature to locate topics that contain words or phrases that you specify. You
formulate a search query following a specific set of rules. You can include wildcard expressions, Boolean
operators, and nested expressions in your search query. A list of topics that match your search criteria
appear in the search results. When you click a topic title in the search results, the content of that topic
appears in the Content pane.

Search syntax
The basic rules for formulating search queries are:
e Searches are not case-sensitive, meaning you can type uppercase or lowercase characters.

e You cannot search for a single character or the following reserved words: an, and, as, at, be, but,
by, do, for, from, have, he, in, it, not, of, on, or, she, that, the, there, they, this, to, we, which,
with, you.

e The search engine ignores punctuation marks and special characters such as @#5%"&()=+[]\.

e Enclose phrases and terms that include a period (such as a file name with an extension) in
double quotation marks.

Wildcard expressions

Wildcard expressions allow you to search for one or more characters using a question mark or asterisk.
A question mark represents a single character, while an asterisk represents one or more characters.

Search for... Example [Result

Topics with text that starts with one or
more specified characters and ends in |og or log*
any character or number of characters

Returns all topics with text that starts with the
specified characters (for example, log, logon, logging).

Returns all topics with text that has any character
- ‘ where you placed the question mark (for example,
specified characters, has a single 32?57 returns 32257, 32457, and 32857).

Topics with text that starts with the 35757
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Search for... Example [Result

character that can be anything, and
ends in the specified characters

Returns all topics with both account and status, but
account |not necessarily as a phrase or in the order specified.
status For example, the search returns topics with "the
account status..." or "the status of the account...”

Topics that contain all the words
specified, in any order or placement
within the topic

Returns all topics with account status as a phrase. For
example, the search returns topics with "the account
status..." but not "the status of the account..."

Topics that contain the specified "account
phrase status"

Boolean operators

Boolean operators (AND, OR, NOT, NEAR) allow you to create a relationship between terms. If you don't
specify an operator, the system uses AND by default.

Search

tor... Example Result

Returns all topics with both account and status, but not necessarily as a phrase or
account AND|, oo ; -
AND ctatus in the order specified. For example, the search returns topics with "the account
status..." or "the status of the account..."

account OR

OR ctatus Returns all topics with either account or status, or both.
account NOT . .

NOT Returns all topics with account but not status.
status
dccount . S

NEAR Returns all topics where account is within eight words of status.
NEAR status

Nested expressions

Nested expressions allow you to perform complex searches. For example, queue AND ((collector OR
clerical) not supervisor) finds topics containing queue and collector but not supervisor, or containing
queue and clerical but not supervisor. As with mathematical expressions, the system evaluates
expressions in parentheses first. If there is no parenthesis, the system evaluates the expression from left
to right. For example, queue NOT (clerical OR supervisor) finds topics containing queue but not clerical
or supervisor. Queue NOT clerical OR supervisor finds topics containing queue but not clerical, or topics
containing supervisor.
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Screen captures

Many topics contain a snapshot of the related application page. Use this sample graphic as a frame of
reference to match the application page to the help topic. What you see displayed in the application
may differ, depending on your system configuration, your permissions, and the options you select.

Account Retrieval

Account Retrieval

There are several methods available for retrieving and displaying an account in the Work Form. The
methods include:

e Searching for an account and selecting it from the search results.
e Selecting an account from open interactions.

e Opening a work queue of accounts.

e Selecting an account from your inventory.

e Selecting an account from your account history list.

= |

All the retrieval methods require you to click the Search slide-in icon| 5
Search

Account Search

Use the Search Accounts panel to search for an account based on specific search criteria and display it in
the Work Form. Latitude uses wildcard searching for most criteria. For example, if you don't know the
precise spelling of a name, you can type one or more characters in the Name box and search on a partial
name. Latitude returns all records where the name begins with the specified characters. For example,
"SMIT" returns "SMITH," "SMITHERS," and "SMITLEY."

Search for an Account

Use the Simple tab in the Search Accounts panel to search for an account using any combination of
search criteria. If you don't have the Access Account Permission, you cannot view the account in the
Work Form.

To search for an account

1. If the Search & Queue Selection panel isn't visible, click the Search slide-in icon. The Search &
Queue Selection panel appears.

2. Inthe menu bar, click Search Accounts and then click the Simple tab.
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File Number:
Account:
Address:
Bankrupdcy:
Branch:

City:

Court Case:
Client:

Cusborner I0:
Customer ID #1:
Customer ID #2:
Purn:
Depariment:
Desk:
Garmishment:

ID #1:

ID #2:

Mame:

Mational Id

(]

Phome:
Pastal Code:
State:
Status:

Team:

S Ce

@ Help

The system only displays the search criteria that your permissions allow. Search criteria could
include one or more of the following:

e File Number: Unique code that the system assigned to identify the account. The system
doesn't allow wildcard searching on the file number.
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Account: Code that the client assigned to identify the account. You can specify a partial
account number to have the system do a wildcard search.

Address: First line of the customer's street address. You can specify a partial street
address to have the system do a wildcard search.

Bankruptcy: Case number the court assigned to the bankruptcy.

Branch: Code that identifies the branch, or the branch name. You can specify a partial
branch name to have the system do a wildcard search. The system doesn't allow
wildcard searching on the branch code. If you specify five characters, the system
searches for an exact match to the branch code. If you specify fewer than five characters
or more than five characters, the system does a wildcard search on the branch name.

City: City that is part of the customer's address. You can specify a partial city name to
have the system do a wildcard search.

Client: Unique code that your organization assigned to identify the client, or the client
name. You can specify a partial client name to have the system do a wildcard search.
The system doesn't allow wildcard searching on the client code. If you specify seven
characters, the system searches for an exact match to the client code. If you specify
fewer than seven characters or more than seven characters, the system does a wildcard
search on the client name.

Court Case: Case number the court assigned to the court case.

Customer ID: Identification number associated to a party on an account. You can specify
a partial ID number to have the system do a wildcard search.

Customer ID #1: Identification number associated to a party on an account. You can
specify a partial ID number to have the system do a wildcard search.

Customer ID #2: Identification number associated to a party on an account. You can
specify a partial ID number to have the system do a wildcard search.

Department: Code that identifies the department that your organization assigned to a
branch. You can specify a partial department name to have the system do a wildcard
search.

Desk: Code that identifies the desk, or the desk name. You can specify a partial desk
name to have the system do a wildcard search. The system doesn't allow wildcard
searching on the desk code. If you specify 10 characters, the system searches for an
exact match to the desk code. If you specify fewer than 10 characters or more than 10
characters, the system does a wildcard search on the desk name.

Garnishment: Case number the court assigned to the garnishment.

ID #1: Identification number associated to an account. You can specify a partial ID
number to have the system do a wildcard search.

ID #2: Identification number associated to an account. You can specify a partial ID
number to have the system do a wildcard search.
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Intl Phone: Any international phone number on the account. You can specify a partial
non-formatted phone number to have the system do a wildcard search for a phone
number that doesn't have a "bad" phone status.

Name: Customer's name or business name. You can search on the first name only, last
name only, the first name with last name, or business name. You can specify a partial or
full name. For example, if you type "John" in the box, the system does a wildcard search
for "John" as a first name, last name, or business name.

National ID: Unique number the government issues to identify a person (for example,
social security number or state ID). You can specify a partial ID number to have the
system do a wildcard search. If you specify four characters exactly, the system also
attempts to match the last four characters.

Phone: Any phone number on the account. You can specify a partial non-formatted
phone number to have the system do a wildcard search for a phone number that
doesn't have a "bad" phone status. You can also use % and _ wildcard characters.

Postal Code: Postal code that is part of the customer's address. You can specify a partial
postal code to have the system do a wildcard search.

PURN: Personal Unique Record Number. Alphanumeric code that an outside provider
such as a credit bureau assigns to identify a person. You can specify a partial ID number
to have the system do a wildcard search.

State: State that is part of the customer's address. The system attempts an exact match
only.

Status: Code that identifies the status of the account, or the status description. You can
specify a partial status description to have the system do a wildcard search. The system
doesn't allow wildcard searching on the status code. If you specify five characters, the
system searches for an exact match to the status code. If you specify fewer than five
characters or more than five characters, the system does a wildcard search on the status
description.

Team: Name of the team that your organization assigned to a department. You can
specify a partial team name to have the system do a wildcard search.

Type search criteria into one or more boxes and then click Search. The results display on the

Results tab.

To clear the search criteria, click the Simple tab and then click Clear.

Search Results

Use the Results tab in the Search Accounts panel to view the results of your search and select an
account to display in the Work Form.

To display an account in the Work Form

In the Search Accounts panel, click the Results tab.
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Interactions | Search Accounts | Open Work Queves ~ | Inventory | Account History |

Simple Results

File Link Quaue Queue Client Original  Account Account 101 ID2 Status  Desk Charge Off Delinquency Received Last Last Original  Original - Current
Mumbsr Number Llevel Date Creditcr  Number Number Date Date Date Worked Contacted Balance Principal Balance
{Masked) Date Date
1002 3 015 11/03/2014 0000001 PNC D45313MBO1 ****=MBO1 NEW - 0000000 01f25/2006  01/25/2006  02/11/2011 $819.47 §819.47  §B19.47|
BANK NEW =

STATUS. ADMIN
3 1 DESK
[Active)

@ Help
The system displays the search result columns that your permissions allow.

2. If the search results exceed the maximum allowed to display on a single page, click a page
number to display its contents. You can also click Previous and Next to move between pages.

3. To display an account in the Work Form, click a link in one of the columns. The following
outcomes are possible:

e If your organization requires you to validate information with the caller before
displaying the account, the Data Protection dialog box appears. Verify the information
with the caller and then click Validated. If you click Not Validated, the system doesn't
display the account.

e If there are warnings for the account, the Warnings dialog box appears. Review the
warnings and then click OK.

e The account appears in the Work Form.

Locate an Account Using Quick Search

Use the quick search feature to locate an account using a single search criteria. For more information,
see Quick Search Codes.

To locate an account using quick search
1. Inthe Account toolbar, do one of the following:
e In the list box, click a search code.

e Inthe Search box, type the code (for example, "F" for file number) and then press Tab.
The system populates the list box with the specified code.

2. Inthe Search box, type the value.

Note: If you are searching by international phone number, click the country code in the list box
within the Search box and then type the phone number.

3. Press Enter or click the Search icon. If multiple records match, the results appear on the Results
tab. If a single record matches, the following outcomes are possible:

e If your organization requires you to validate information with the caller before
displaying the account, the Data Protection dialog box appears. Verify the information
with the caller and then click Validated. If you click Not Validated, the system doesn't
display the account.
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e If there are warnings for the account, the Warnings dialog box appears. Review the
warnings and then click OK.

e The account appears in the Work Form.

Quick Search Codes

Quick search codes allow you to search for an account based on a single search criteria. The following
codes are available when using the quick search feature:

Code Description

A Customer account number
D Driver's license number

D1 Customer D 1

D2 Customer ID 2

DID Customer ID

DP Customer PURN

F File number

ID1 ID1

ID2 Customer ID 2

P Phone number

Pl International phone number
S National ID (for example, Social Security Number)
Vv Vehicle ID (for example, VIN)

Open Interactions

Open Interactions

Use the Open Interactions panel to view a list of accounts that have open interactions. An interaction
remains open until one of the following occurs:

e You close the interaction using the Close or Close All options in the Open Interactions panel.
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e You close the interaction from the Work Form using the Close Account option in the Account
toolbar.

Note: If you have the Auto Close Account permission, the following actions close an open
interaction automatically.

e You search for and select an account using the Search Accounts or Quick Search feature.

e You move to the next account in the work queue when working accounts in a queue.

e You close the work gueue when working accounts in a queue.

e You select another account from inventory.

e You select another account from account history.

Note: If you leave an interaction open for 30 minutes or longer, other users can open that
interaction.

View Open Interactions

Use the Open Interactions panel to view all the accounts that have open interactions. For information
about how long interactions remain open, see Open Interactions.

Note: If you just logged on to Latitude and you have open interactions, the Open Interactions panel
displays automatically.

To open the Open Interactions panel

1. If the Search & Queue Selection panel isn't visible, click the Search slide-in icon. The Search &
Queue Selection panel appears.

2. Inthe menu bar, click Interactions.
| Interactions | Search Accounts | Open Work Queues ~ | Inventory | Account History |
Open Interactions

File Number  Name Started Last Activity Since Close All
1006 Willie Davis  4/25/18 8:52 am  4/25/18 8:33 am 000155 Close
1007 Brad Fry 4/25/18 8:53 am 42518 8:53 am DS 1 Close
1005 Roy Wiesen  4/25/18 8:51 am  4/25/18 8:52 am Cloce

File Number: Unique code that the system assigned to identify the account.
Name: Name of the customer associated to the account.
Started: Date and time an interaction started on the account.

Last Activity: Date and time the last activity occurred on the account.
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Since: Length of time that you've had the interaction open. If the background color is green, you
haven't reached the threshold set for the caution or warning zones. If the background color is
yellow, you've reached the threshold set for the caution zone. If the background color is red,
you've reached the threshold set for the warning zone. For more information, see Time on
Account Configuration permission.

Close: Closes the interaction.

Select an Account From Open Interactions
Use the Open Interactions panel to select an account to display in the Work Form.
To select an account from open interactions

1. If the Search & Queue Selection panel isn't visible, click the Search slide-in icon. The Search &
Queue Selection panel appears.

2. Inthe menu bar, click Interactions.
| Interactions | Search Accounts | Open Work Queues ~ | Inventory | Account History |

Open Interactions

File Number Name Started Last Activity Since Close All
1006 Willie Davis 4/23/18 8:52 am 4/25/18 8:53 am DO:01:55 Cloce
1007 Brad Fry 4/25/18 8:53 am 4/25/18 8:53 am 000051 Close
1005 Roy Wiesen  4/25/18 851 am  4/25/18 8:52 am Close

3. Inthe File Number column, click the account. The following outcomes are possible:

e If your organization requires you to validate information with the caller before
displaying the account, the Data Protection dialog box appears. Verify the information
with the caller and then click Validated. If you click Not Validated, the system doesn't
display the account.

e If there are warnings for the account, the Warnings dialog box appears. Review the
warnings and then click OK.

e The account appears in the Work Form.

Close an Open Interaction
Use the Open Interactions panel or the Account toolbar to close a single or all open interactions.
To close an open interaction

1. To close an interaction for the account that is open in the Work Form, in the Account toolbar,
click Close Account.

2. To select an open interaction to close, do the following:
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a.

b.

In the Account toolbar, click the Search slide-in icon.

In the menu bar, click Interactions.

| Interactions | Search Accounts | Open Work Queues ~ | Inventory | Account History |

Open Interactions
File Number  Name Started Last Activity Since Close All

1006 Willie Davis 4/23/18 8:52 am 4/25/18 8:33 am Cloce

1007 Brad Fry 4/25/18 8:53 am  4/25/18 8:53 am Close
1005 Roy Wiesen  4/25/18 8:51 am  4/25/18 8:52 am Close

c. Inthe data grid, click Close.

3. To close all open interactions, click Close All.

Work Queues

Work Queues

Use the queue panels to open a work queue and begin working accounts in the order that Latitude
presents them in the Work Form. Queues only include accounts flagged as "should queue." They don't
include non-driver linked accounts, but they do include their account balances in the totals for the driver
account that appears in the queue. While you have an account open in the Work Form, the status bar
displays the number of accounts in the queue.

The following queues are available, depending on your permissions:

32

Collector queue: Contains accounts assigned to a queue level that is less than 599. The Collector
gueue sorts accounts within each desk by the queue date (oldest to newest) and then within
each queue date by the queue level (lowest to highest). Users specify the desk (their own or
with permissions, another user's desk) of accounts to work and can limit the accounts to a
specific client or all clients. Users then open the Collector queue for all the filtered accounts,
only the filtered accounts for a specific queue date, or only the filtered accounts for a specific
gueue date and queue level.

Custom queue: Contains accounts assigned to queue levels 425-499 that require a specific type
of work (for example, skip tracing). The Custom queue sorts accounts by queue level from
lowest to highest. Users open the Custom queue for accounts with a specific queue level.

Clerical queue: Contains accounts assigned to queue levels 600-699 that require clerical support
(for example, verification of a direct payment). The Clerical queue sorts accounts by queue level
from lowest to highest. Users open the Clerical queue for accounts with a specific queue level.

Supervisor queue: Contains accounts assigned to queue levels 700-799 that require supervisor
support (for example, approval of a payment arrangement). The Supervisor queue sorts
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accounts by queue level from lowest to highest. Users open the Supervisor queue for accounts
with a specific queue level.

Open the Collector Queue

Use the Collector Queue panel to select a group of accounts in the Collector queue and display the
accounts individually in the Work Form based on the sort order.

To open the Collector queue

1.

3.

If the Search & Queue Selection panel isn't visible, click the Search slide-in icon. The Search &
Queue Selection panel appears.

In the menu bar, click Open Work Queues and then click Collector. The Collector Queue panel
appears.

Collector Queue

Bk Quausa Accounts Balance Waorked
25
— & Al Accounts 348 $520,138.72 L

0000000 - ADMI...

G 05/10/2011 1 $2,467.42 1
Client{s): G 08/19/2011 1 4£2,067.89 0

o 08/23/2011 1 $5,000,00 0

& 10/30/2014 345 £519,603.41 i

QF'EI'I:-.

@ Help
Desk: Desk for which to display accounts. This list box is available if you have permission to work
other collector desks.
Client(s): Clients for which to display accounts.
Filter: Click to display the accounts for the specified desk and clients.
Queue: Date the system or a user assigned the account to the Collector queue.

Accounts: At the All Accounts level, the total number of accounts. At the Date level, the total
number of accounts with that queue date. At the Queue Level, the total number of accounts with
that queue level.

Balance: At the All Accounts level, the total balance on all the accounts. At the Date level, the
total balance on the accounts with that queue date. At the Queue Level, the total balance on the
accounts with that queue level.

Worked: At the All Accounts level, the total number of times someone worked the accounts. At
the Date level, the total number of times someone worked the accounts with that queue date. At
the Queue Level, the total number of times someone worked the accounts with that queue level.

In the Desk box, click the desk for which to display accounts.

4. Do one of the following:
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e To display accounts for all clients, leave "All Clients" displayed in the Client box.

e To specify a client for which to display accounts, click in the Client box and then click a
client ID and name. Repeat this step to include other clients.

| Tip: To clear a client filter, click the x next to the client ID and name.
5. Click Filter. Accounts for the specified desk and clients appear in the data grid.

Collector Queuns

. Qe Accounts Balance Worked
— £ All Accounts 46 527,645.54 1
C1 - COLLECTOR
07/19/2011 1 52,250.00 1
Cliert o 07 222011 1 53,256.23 0
£ 1X15/2016 i 5§22,139.31 i
15 - NEW ACCOLUINTS 42 £16.633.08 0
Filter
119 = NFC 1 £3,256.23 0
120 - CWER 130 DAYS OLD 1 £2,250.00

6. Do one of the following:
e To work all accounts in the queue, click All Accounts.

e To work all accounts in the queue with a specific queue date, expand the All Accounts
node and then click the queue date.

e To work all accounts in the queue with a specific date and queue level, expand the
gueue date node and then click the queue level.

7. Click Open. The first account in the queue appears in the Work Form.
I Notes:

e If your organization requires you to validate information with the caller, the system
displays the Data Protection dialog box before displaying the account. For more
information, see Validate a Call.

e If there are warnings for the account, the system displays the Warnings dialog box
before displaying the account. For more information, see View Account \Warnings.

8. To move to the next account in the queue, in the Account toolbar, click Next.

Note: If your organization requires you to add notes to accounts after working them, you
cannot move to the next account until you add a note to the account displayed in the Work
Form. For more information, see Add an Account Note.

Open the Custom Queue

Use the Custom Queue panel to select a Custom queue and display the accounts individually in the
Work Form based on the sort order.

To open the Custom queue

1. If the Search & Queue Selection panel isn't visible, click the Search slide-in icon. The Search &
Queue Selection panel appears.
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2. Inthe menu bar, click Open Work Queues and then click Custom. The Custom Queue panel
appears.

Custom Queue

Queus Hame Created Total  Worked  Available  Should Not Queus

high balance accounts 04/05/2011 15 ] 14 1

@ Help

Queue Name: Name of the queue.

Created: Date a user created the queue.

Total: Total number of accounts in the queue.

Worked: Number of accounts in the queue that a user has worked.
Available: Number of accounts in the queue that are available to work.

Should Not Queue: Number of accounts that fit the criteria for inclusion in the queue, but the
system or a user flagged them for exclusion from the queue.

3. Click Open next to the queue to open. The first account in the queue appears in the Work Form.
I Notes: I

e If your organization requires you to validate information with the caller, the system
displays the Data Protection dialog box before displaying the account. For more
information, see Validate a Call.

e If there are warnings for the account, the system displays the Warnings dialog box
before displaying the account. For more information, see View Account \WWarnings.

4. To move to the next account in the queue, in the Account toolbar, click Next. The Custom
Queue dialog box appears.

Note: If your organization requires you to add notes to accounts after working them, you
cannot move to the next account until you add a note to the account displayed in the Work
Form. For more information, see Add an Account Note.

Custom Queue

Would you like to remove this account from the custom quews?

5. Do one of the following:

e To remove the account from the queue, click Yes. The system removes the account from
the Custom queue and displays the next account in the queue.
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Note: If your organization requires you to set a follow-up date on accounts, the system
displays the Account Follow-up dialog box before displaying the account. For more
information, see Set an Account Follow-up Date.

e To keep the account in the queue, click No. The system retains the account in the
Custom queue and displays the next account in the queue.

e To return to the Work Form without moving to the next account in the queue, click
Cancel.
Open the Clerical Queue

Use the Available Clerical Queues panel to select a Clerical queue and display the accounts individually
in the Work Form based on the sort order.

Note: For a Clerical queue to function correctly, only allow one user at a time to work the queue.
Multiple users working the same Clerical queue at the same time causes system issues.

To open the Clerical queue

1. If the Search & Queue Selection panel isn't visible, click the Search slide-in icon. The Search &
Queue Selection panel appears.

2. Inthe menu bar, click Open Work Queues and then click Clerical. The Available Clerical Queues
panel appears.

Available Clerical Queues

QJueue Level Description Count
S 600 Clerical Support 1
a.<.-=?szm"m
i Help

Queue Level: Three-digit code that identifies the queue level. For more information about queue
level codes, see Queue Level Codes.

Description: Name of the queue.

Count: Number of accounts in the queue.
3. Click Open next to the queue to open. The first account in the queue appears in the Work Form.
I Notes: I

e If your organization requires you to validate information with the caller, the system
displays the Data Protection dialog box before displaying the account. For more
information, see Validate a Call.

e If there are warnings for the account, the system displays the Warnings dialog box
before displaying the account. For more information, see View Account \Warnings.

4. To move to the next account in the queue, in the Account toolbar, click Next. The Clerical
Queue dialog box appears.
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Note: If your organization requires you to add notes to accounts after working them, you
cannot move to the next account until you add a note to the account displayed in the Work
Form. For more information, see Add an Account Note.

Clerical Queue

Would you like to remowve this account from the clerical queuwe?

Yes MNo Cancel

5. Do one of the following:

e To remove the account from the queue, click Yes. The system removes the account from
the Clerical queue and displays the next account in the queue.

Note: If your organization requires you to set a follow-up date on accounts, the system
displays the Account Follow-up dialog box before displaying the account. For more
information, see Set an Account Follow-up Date.

e To keep the account in the queue, click No. The system retains the account in the
Clerical queue and displays the next account in the queue.

e To return to the Work Form without moving to the next account in the queue, click
Cancel.
Open the Supervisor Queue

Use the Available Supervisor Queues panel to select a Supervisor queue and display the accounts
individually in the Work Form based on the sort order.

Note: For a Supervisor queue to function correctly, only allow one user at a time to work the queue.
Multiple users working the same Supervisor queue at the same time causes system issues.

To open the Supervisor queue
1. Inthe Account toolbar, click the Search slide-in icon. The Search Accounts panel appears.

2. Inthe menu bar, click Open Work Queues and then click Supervisor. The Available Supervisor
Queues panel appears.

Available Supervisor Queues

Queue Level Description Count
| 700 Supervisor Support 1
...Open
Dpen 701 APPROVE FDC AND PCC 2
i i
0 Help

Queue Level: Three-digit code that identifies the queue level. For more information about queue
level codes, see Queue Level Codes.
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Description: Name of the queue.

Count: Number of accounts in the queue.
3. Click Open next to the queue to open. The first account in the queue appears in the Work Form.
I Notes: I

e If your organization requires you to validate information with the caller, the system
displays the Data Protection dialog box before displaying the account. For more
information, see Validate a Call.

e If there are warnings for the account, the system displays the Warnings dialog box
before displaying the account. For more information, see View Account \Warnings.

4. To move to the next account in the queue, in the Account toolbar, click Next. The Support
Queue dialog box appears.

Note: If your organization requires you to add notes to accounts after working them, you
cannot move to the next account until you add a note to the account displayed in the Work
Form. For more information, see Add an Account Note.

Support Queue

Would you like to remove this account from the supervisor queue?

Va5 Mo Cancel

5. Do one of the following:

e Toremove the account from the queue, click Yes. The system removes the account from
the Supervisor queue and displays the next account in the queue.

Note: If your organization requires you to set a follow-up date on accounts, the system
displays the Account Follow-up dialog box before displaying the account. For more
information, see Set an Account Follow-up Date.

e To keep the account in the queue, click No. The system retains the account in the
Supervisor queue and displays the next account in the queue.

e To return to the Work Form without moving to the next account in the queue, click
Cancel.
Open the Pool Queue

Use the Open Work Queues menu option to open the Pool queue in the Work Form. The Pool queue
contains a group of accounts that are available to multiple agents. Unlike static Custom queues, Pool
gueues are dynamic, with accounts flowing in and out of it as they qualify or disqualify. Accounts in a
Pool queue reside on an inventory-type desk, where multiple users have access to them.

To open the Pool queue

1. If the Search & Queue Selection panel isn't visible, click the Search slide-in icon. The Search &
Queue Selection panel appears.
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2. Inthe menu bar, click Open Work Queues and then click Pool. The first account in the queue
appears in the Work Form.

I Notes: I

e If your organization requires you to validate information with the caller, the system
displays the Data Protection dialog box before displaying the account. For more
information, see Validate a Call.

e If there are warnings for the account, the system displays the Warnings dialog box
before displaying the account. For more information, see View Account \Warnings.

3. To move to the next account in the queue, in the Account toolbar, click Next. The next account
in the work queue appears. Accounts drop out of the Pool queue as users work them. The
system doesn't prompt you to remove them.

I Notes: I

e The system assigns payments to the desk assigned to the account. If you add a
promise to an account in the Pool queue, change the desk before applying the
payment. Ensure that the system assigned the account to your desk before
adding a PDC (post-dated payment).

e If your organization requires you to add notes to accounts after working them,
you cannot move to the next account until you add a note to the account
displayed in the Work Form. For more information, see Add an Account Note.

Close a Work Queue
Use the Search Accounts panel to close a queue that is open in the Work Form.
To close a work queue

1. Inthe Account toolbar, do one of the following:

e Click the Search slide-in icon. In the Search Accounts panel, in the menu bar, click Close
Work Queue. The system closes the queue and the Search Accounts panel.

e Click Close Queue. When working a Collector queue, the system closes the queue.
When working a Custom, Clerical, or Supervisor queue, the [Queue Name] Queue dialog
box appears.

Note: If your organization requires you to add notes to accounts after working them, you
cannot close the queue until you add a note to the account displayed in the Work Form.
For more information, see Add an Account Note.

2. If the [Queue Name] Queue dialog box appears, do one of the following:

Clerical Queue

Would you like to remowve this account from the dlerical queuwe?

Yes MNo Cancel
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e Toremove the account displayed in the Work Form from the queue, click Yes. The
system removes the account from the queue and closes the queue.

Note: If your organization requires you to set a follow-up date on accounts, the system
displays the Account Follow-up dialog box before closing the queue. For more
information, see Set an Account Follow-up Date.

e To keep the account in the queue, click No. The system retains the account in the queue
and closes the queue.

e To return to the Work Form without closing the queue, click Cancel.
History

Account History

Use the Account History panel to view accounts previously worked and then select an account to display
in the Work Form.

Select an Account From History

Use the Account History panel to view accounts previously worked and then select an account to display
in the Work Form.

To select an account from history

1. If the Search & Queue Selection panel isn't visible, click the Search slide-in icon. The Search &
Queue Selection panel appears.

2. Inthe menu bar, click Account History. The Account History panel appears.

Account History

File Number Naime Date

10 ZELLERS Jr, LESLIE E 173015 B: 20 am
1035 SALIRD, LISA 1/30/15 7:38 am
1033 VALORE, ANTHONY ) 1/30/15 7:30 am

Pupge ) Purge History Record Over 2 Days Old

@ Help

File Number: Unique code that the system assigned to identify the account.

Name: Name of the customer associated to the account.
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Date: Date and time a user last viewed or worked the account.
3. Inthe File Number column, click the account. The following outcomes are possible:

e If your organization requires you to validate information with the caller before
displaying the account, the Data Protection dialog box appears. Verify the information
with the caller and then click Validated. If you click Not Validated, the system doesn't

display the account.

e If there are warnings for the account, the Warnings dialog box appears. Review the
warnings and then click OK.

e The account appears in the Work Form.

Purge Account History

Use the Account History panel to delete accounts from account history that have been in account
history for more than two days. The purge process doesn't delete the accounts from the system.

To purge account history

1. If the Search & Queue Selection panel isn't visible, click the Search slide-in icon. The Search &
Queue Selection panel appears.

2. Inthe menu bar, click Account History. The Account History panel appears.

Account History

File Number Naime Date

10 ZELLERS Jr, LESLIE E 173015 B: 20 am
1035 SALIRD, LISA 1/30/15 7:38 am
1033 VALORE, ANTHONY ) 1/30/15 7:30 am

Pupge ) Purge History Record Over 2 Days Old

@ Help
3. Click Purge.

Select an Account from Inventory

Use the Inventory panel to view accounts assigned to you and then select an account to display in the
Work Form.

To select an account from inventory
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1. If the Search & Queue Selection panel isn't visible, click the Search slide-in icon. The Search &
Queue Selection panel appears.

2. Inthe menu bar, click Inventory. The Inventory panel appears.

Inventory
All Status Codes v
File Numbar Queus Date Name Cliant Received Balance Status
1000 10/30/14 KILE, RICHARD DooooD1  2/11/11 $967.47 MEW
1002 10/30/14 BURGOYME, EILEEM A oooooo1  2/11/11 £819.47 NEW
1006 10/30/14 DAVIS, WILLIE ooooo01 2/11/11 $167.73 NEW
1007 10/30/14 FRY, BRAD oooo001 2/11/11 $596.03 MEW
1008 10/30/14 FLUISL, SUSAN M oooo001  2/11/11 #476.55 NEW
1009 10/30/14 HILL, SHERYL oooo001 2711711 $596.60 MEW
1010 10/30/14 HILL, SHERYL 0000001 2/11/11 $965.55 NEW
1011 10/30/14 SMITH, GINA oOoo001 - 2/11/11 %908.56 MEW
1013 10/30/14 THOMPSOM, PAMALA 0oo0001  2/11/11 £25,000.00 MNEW
1014 10/30/14 ELLERBE, STALY 0Oo00o01  2/11/11 %1,323.53 MEW
2 3 4 5 B 7 8 Q 10 Mext
9 Help

Filter: Account status for which to display accounts. If you select All Status Codes, all accounts
assigned to you display, regardless of account status.

File Number: Unique code that the system assigned to identify the account.
Queue Date: Date the system or a user assigned the account to the queue.
Name: Name of the customer associated to the account.
Client: Number that identifies the client associated to the account.
Received: Date your organization received the account.
Balance: Account balance.
Status: Status of the account.
3. Inthe Filter list box, click a status code for which to display accounts.
4. In the File Number column, click the account. The following outcomes are possible:

e If your organization requires you to validate information with the caller before
displaying the account, the Data Protection dialog box appears. Verify the information
with the caller and then click Validated. If you click Not Validated, the system doesn't
display the account.

o If there are warnings for the account, the Warnings dialog box appears. Review the
warnings and then click OK.
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e The account appears in the Work Form.

Dialer Agent Interface

Dialer Agent Interface

The Dialer Agent Interface adds Interaction Dialer capabilities to Latitude, including automated dialing
and manual calling.

which is a Genesys product on the PureConnect platform. For more information, see

Important!
This feature is available to Latitude clients who also have Customer Interaction Center,
Customer interaction Center in the PureConnect Documentation Library.

The interface includes the following features:
e Add a user's Dialer credentials to the user's Latitude profile for automatic logging on to Dialer.
e Inbound call account pop based on ANI lookup.

e End a call and then disposition it. User cannot receive the next call until after dispositioning the
current call.

e Transfer a call to another user.
e Conference in a third party.

e Request a break. Agent cannot receive calls until indicating that the break ended.

(T

2

Jacksonville FL i

20011485525

1 (904) SE8-0ET)

G208

0030 45

3
Available -

"y Y e ~

44 174109

1. Dialer Agent Interface toolbar: Displays options for the Dialer Agent Interface.
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Icon Name Description

Displays a list of options for the Dialer Agent Interface, such

E | Hamburger menu N : . .
as viewing interactions or logging on to or off of campaigns.

E Workgroup Queues Opens the CRM web Client window to allow you to view

icon your workgroup queues.
Phone icon Feature not available.
. Displays a list of user options, such as changing your station
u User icon pay P gingy

or logging out of the Dialer Agent Interface.

2. Dialer toolbar: Displays the actions available for the current campaign call.
3. Information: Displays information about the current campaign call and other notifications.
4. Status bar: Displays your current status and available options such as the option to request a
break.
Log on to Interaction Dialer

Use the Logon pages to log on to Interaction Dialer. To log on to Interaction Dialer, your organization
must have configured the Dialer permission.

Note: The pages that appear depend on how your organization set up the Dialer permission and your
user account. If your system administrator specified a server in the Dialer permission, the Select Server
page doesn't appear. If your system administrator added your Dialer credentials to your user account
profile, the Authentication page doesn't appear.

To log on to Interaction Dialer

1. Locate the Dialer Agent Interface in the lower right corner of the Work Form.
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e

< GENESYS

In the Server box, if the Interaction Dialer server name doesn't appear, type the name of the
Interaction Dialer server and then click Select Server. The Authentication page appears.

Windonws Authenbcaton

Interacton Center Authentication

Always use this
authentication type.

Change Server
SGENESYS |
To use the same logon authentication each time you log on to Interaction Dialer, select Always
use this authentication type.
Do one of the following:
e Tolog on using your Latitude credentials, do the following:

a. Click Interaction Center Authentication.
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Enter your Interaction Center
credentials

U ID

Paipanaid

i [ e

b. Type your credentials in the boxes and then click Log On.
e Tolog on using your Windows credentials, do the following:

a. Click Windows Authentication.
Sign in

hitpssfwebbuild.iminlab.oom

Username

b. Type your Windows credentials in the boxes and then click Sign in.

If your credentials are correct, the Select Station page appears. Otherwise, an error message
appears; provide the correct credentials or contact your system administrator for assistance.

Select Station

Workstation -

Remember Station

5 Available s
0 4d 17-30:16 -

5. Inthe Select Station list box, click the type of station through which to receive calls.
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6. Do one of the following:

e If you selected Workstation, in the Workstation box, type the name of the workstation to
use.

e If you selected Remote Workstation, in the Remote Workstation box, type the name of
the remote workstation to use. In the Remote Number box, type the remote telephone
number to use.

e If you selected Remote Number, in the Remote Number box, type the remote telephone
number to use.

For more information about stations, see "Overview of stations" in the Interaction Administrator
documentation.

7. To use the same station each time you log on to Interaction Dialer, select Remember Station.

8. Click Select. You are logged on to the Dialer Agent Interface with a status of Available.

= w A

Available =
0 i ~

41 41

Tip: To minimize the Dialer Agent Interface, click the minus sign (-). The system minimizes the
Dialer Agent Interface and displays the Dialer icon.
Set Your Workgroup Status

Use the Workgroup Activation page to set your workgroup status to active so that you can receive ACD
workgroup calls.

To set your workgroup status

1. Inthe Dialer Agent Interface toolbar, click the Hamburger menu and then click Workgroup
Activation.
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Workgroup Activation

« workgroupl

0 e A

2. |If the check box for your workgroup is cleared, select it.
Campaigns

Campaigns

Your organization creates campaigns and assigns users to them to manage calling efforts. Each campaign
contains a list of phone numbers to dial. Depending on the calling mode set for the campaign, Dialer
places the call for you (Power or Predictive mode) or you place the call manually (Preview mode).
Latitude searches for the party and displays the matching account in the Work Form. For multiple
matches, Latitude displays the list of matching accounts and then you select the appropriate account to
display in the Work Form.

Dialer Icons

The following table lists the icons available in the Dialer Agent Interface toolbar. If an option is
unavailable, the icon is dim instead of brightly colored. If an icon has a blue underline, it is selected
currently.

Icon Name Description

Opens the dial pad while you are on a call to allow you to:

e Send DTMF (Dual-Tone Multi-Frequency) tones to the

Dial Pad icon
connected call

e Select IVR options
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Icon

Name

Description

e Provide information such as an account number or credit
card number

Dialer Agent Interface

icon

Represents the minimized state of the Dialer Agent Interface. To
maximize the Dialer Agent Interface, click the icon.

Disconnect icon

Disconnects or skips the call.

Hold icon

Places the call on hold. To resume the call, click the icon again.

Mute icon

Mutes the call. To unmute the call, click the icon again.

Place This Call icon

Places a call to the number in the campaign list.

Records the call and saves it as a WAV file. To stop recording,

Record icon . . .

"-!-" click the icon again.

= Request Assistance Opens the Request Assistance dialog box to allow you to request

= icon assistance from a supervisor.
Starts a separate, secure session to allow the customer to

Secure Plus icon provide confidential information (such as credit card data) so

that you cannot see or hear it.

l:,)"'.;‘, Snippet icon Feature not available in the Latitude integration to Dialer.

Transfer icon

Opens the Transfer dialog box to allow you to transfer the call to
another user, workgroup, or outside phone number.

8

Voicemail icon

Sends an incoming or connected call to your voicemail.

Log on to a Campaign

Use the Campaigns page to log on to one or more campaigns.

To log on to a campaign

1.

In the Dialer Agent Interface toolbar, click the Hamburger menu and then click Campaigns.
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= &

-
Campaigns

Log in 1o view available
campaigns or to start recedving
campaign calls

= Availabla =
0 4d 174338 Lo

2. Click Login. The system logs you on to Interaction Dialer and displays the available campaigns.

W

Campaigns

Al OFF
Pam B Testing OFF
Campaigni OFF
DRI

Phase1_demo 27
MyCampaign OFF
PEDema OFF

Request Break
Log Out
Aailabi -
0 02-38:09 -

3. Use the slider to turn on all campaigns or just specific ones.

4. Inthe Dialer Agent Interface toolbar, click the Hamburger menu and then click Interactions.
Dialer opens the specified campaigns and displays the first interaction.
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Y

@ >

2001146727

Carnpaignd 2
Indtializing

00004

» You have besn logged in
to Dialer,

-,

5. Do one of the following:

e If the campaign calling mode is Power or Predictive, see Work a Power or Predictive
Campaign.

e If the campaign calling mode is Preview, see Work a Preview Campaign.

Work a Power or Predictive Campaign

Use the Dialer Agent Interface to work a Power or Predictive campaign. When the campaign calling
mode is Power or Predictive, the following occurs:

1. Dialer displays a campaign list phone number in the Dialer Agent Interface.
2. Dialer places the call and delivers the call to you.
3. Latitude looks up the account based on the phone number and does one of the following:

e If only one account has a matching phone number, Latitude displays the account in the
Work Form.

e If more than one account has a matching phone number, Latitude displays the list of
matching accounts. Click the account to display. Latitude closes the list and displays the
selected account in the Work Form.
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a |-C|.um|.mm«inmméii,mmwmiiawuuw- [ Status '+ ATM Place !I?lntlust Ilm leminmumi

| | .
-~
Carlton Martin 1440 Carlton Martin 1w Cyels: (9) 0 Broken Promises $350.00
[ row ]  Good Address 0006008 - SECOND CUSTOMER $50.00 Monthly 0 Dechned €€ Past Cue §300.00
o Good Address Qe QIER 717 ROBIN STREET i :
717 ROBIN STREET THOMSON, CA 30824 Last Paid $0.00 on Due on 1/1/00 0 Retumed Checks
THOMSON, G4 30824 QDse 9418 = 5
o Home | (706) 597-4725 m Aging Current 30 60 80 120 5 6
Home: (206) S97.8725 - o h: 00000 Amunt $5000  §50.00 $50.00 §50.00 $50.00 5000 $50.00
No Emall Address
Desk <1 Times Delinquent o 0 0 L] 0 2 0
Mo Email Address
Respansible ¢
< »
Baiance Detais_Major Dates_Addional Information Contact Analyss_Clent Gudeines
Arrangements Payment Negotiator
Care and Financial Hardship o
Start Date 5/18/2018 s
Complaints L ’ )
Amount 5 o i v
= n First Amount: §
Deputes Fraquency: Morithly Day 18
Surcharge Amount $0.00

Legal - New Court Case

# Payments:
v Letters

Payments

Negotisted

$350.00

| D& Server Name: LTDDBDEVHID. glun.comSQLI120EV| Database: Collect2000] Pravious Login: Sep 18, 2016 8:52:20 am) | Tim on Accouit: (9:02:52 /| =]

a Call.

Work a Preview Campaign

Use the Dialer Agent Interface to work a Preview campaign. When the campaign calling mode is
Preview, the following occurs:

1. Dialer displays a campaign list phone number in the Dialer Agent Interface.
2. Dialer does not place the call.

3. Latitude looks up the account based on the phone number and does one of the following:

~c

During or immediately after ending the call, disposition it. For more information, see Disposition
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e If only one account has a matching phone number, Latitude displays the account in the
Work Form.

e If more than one account has a matching phone number, Latitude displays the list of
matching accounts. Click the account to display. Latitude closes the list and displays the
selected account in the Work Form.
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| | . Q| = Lnking | & Revinde | @ Fotowus | 15 Aosion Queve | (5 Branch 8Desk - | Status ~ <+ Al Plce | 2 Inerest | BB ks | © 0P | 3¢ Close Accoumt |
~
Cariton Martin Carlton Hartin mm Cyelas: (9) 0 Broken Promises Telal §350.00
v (Good Address 0006008 - SECOND CUSTOMER $50.00 Monthly 0 Dedcined €€ Pastue . $300.00
v Good Address : 717 ROBIN STREET ) ;
717 ROBIN STREET 7 e sy Last Pakd $0.00 o0 Due on 1/1/00 0 Returmed Checks
THOMSON, GA 30824 QDate: 91418 Home (708 567-6725 Aging JOmrent 30 60 .90 120 S B

Home : (706) 597-6725

[NEW |

Amaount $50.00  S50.00  $50.00  §50.00 §50.00 §50.00 $50.00

BD.erv_n :rl\m e No Eral Adress py
ek i ! ]
e i o Times Delinquent 0 [ 0 0 0 ] 0
Al Cursent Balance:
. »
Balance Details Dates Addtional Chent.
e Payment Negotiator
Method:
Care and Financial Hardship e
Stant Data: 5/18/2018 o!
Complaints : g
Ambunt $ 0 | S "
» Customer First Asnount: s
Disputes Frequency: Monthly oay 18
Legal - ew Court Case Surcharipe Amount 0,00
- # Payments: Will be cabulated er
Totai: $350.00
Payments
Suicharge Total Will be ¢
Gress Total Will be calculats
Negotiated $350.00
=] L

| D& Server Name: LTDDBDEVHID. glun.comSQLI120EV| Database: Collect2000] Pravious Login: Sep 18, 2016 8:52:20 am) | Tim on Accouit: (9:02:52 /|

4. Do one of the following:

e To place the call, in the Dialer toolbar, click the "Place this call" icon. Dialer places the

call.

e To skip to the next number in the campaign list, in the Dialer toolbar, click the "Skip this
call" icon. Dialer displays the next account in the campaign list.

5. During or immediately after ending the call, disposition it. For more information, see Disposition

a Call.

Disposition a Call

Use the Disposition dialog box to disposition a call. You can specify a disposition while on the call or
immediately after ending the call. Dialer doesn't send you more calls until you disposition the current

call.

To disposition a call

w
1. Click the Disposition icon *.
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" “x
- E _._f'.'_.' 7 _'

The Disposition dialog box appears.

Disposition

2. Inthe Disposition list box, click the disposition to assign to the call and then click Submit.
Latitude adds a note to the Notes panel.
Request a Break
Use the Request Break option to request a break to stop receiving campaign calls.
To request a break
e Do one of the following:
o Inthe Dialer Agent Interface toolbar, click the User icon and then click Request Break.
o Inthe Status bar, click the arrow and then click Request Break.

o Inthe Dialer Agent Interface toolbar, click the Hamburger menu, click Campaigns, and
then click Request Break.

Dialer doesn't send you more calls until you end your break.

End Your Break
Use the End Break option to end your break so that you can begin receiving calls again.
To end your break

e Do one of the following:
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o Inthe Dialer Agent Interface toolbar, click the User icon and then click End Break.
o Inthe Status bar, click the arrow and then click End Break.

o Inthe Dialer Agent Interface toolbar, click the Hamburger menu, click Campaigns, and
then click End Break.

You are now available to receive calls.

Request Assistance with a Call
Use the Request Assistance dialog box to request assistance with a call.
To request assistance with a call

1. Inthe Dialer toolbar, click the Request Assistance icon.

Request Assistance X

Type a message below 1o
request assistance.

2. Inthe box, type a message to send regarding your request for assistance and then click Send
Request. Interaction Dialer sends your request for assistance to a supervisor.

3. Toview the request, in the Dialer Agent Interface toolbar, click the Workgroups icon. The CRM
Web Client window appears.

4. Click the My Interactions tab.

& CRM Web (lient - Google Cheome - o %

| = My Interactions
3,
» @ ©
Expand Gty Transies Anjiitance

Initializing B
Waiting for & supervisor to acoept

Q0152
Quesition about arrangement.

s1] A1 AM
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Transfer a Call

Use the Transfer dialog box to transfer a call to another user, workgroup, or outside phone number.

To transfer a call

1.

In the Dialer toolbar, click the Transfer icon.

Transfer X

In the box, type the name of a user or workgroup, a user's phone number, or an outside party's
phone number. As you type a user or workgroup name, matches from your Directory appear,
along with the status. For example, a Phone icon indicates that the user is on a call.

Do one of the following:

e To transfer the call without speaking to the recipient first, click Blind. Dialer connects the
recipient to the call and disconnects you from the call.

e To speak to the recipient before transferring the call, do the following:
a. Click Consult. Dialer places the call that you are transferring on hold.
b. Do one of the following:

e If the recipient answers and agrees to the transfer, click the Transfer icon
again and then click Complete. Dialer connects the recipient to the call
and disconnects you from the call.

e If the recipient doesn't answer or doesn't agree to the transfer, click
Disconnect. Dialer disconnects the call to the recipient and takes the
original call off hold.

View Your Campaign Interactions

Use the Interactions page to view your campaign interactions. lcons and other indicators show the
status of the call, such as connected or on hold. Use the active icons in the Dialer Agent Interface
toolbar to act on an interaction, such as place or disconnect a call.

To view your campaign interactions
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2001146854

000002

Campaign Call
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Log off a Campaign
Use the Campaigns page to log off a campaign.

To log off a campaign

1. Inthe Dialer Agent Interface toolbar, click the Hamburger menu and then click Campaigns.

; ':. ._:-z
b
Campaigns

You are currently logged in to all
available campalgns

End Break

Log Out

Available |
0 0718 -

2. Click Logout. The system logs you out of the campaign.
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Dialer User Statuses

Dialer User Statuses

The Dialer Agent Interface includes a list of statuses from which you can choose to indicate your
availability to receive campaign calls. Your ability to receive calls from Interaction Dialer depends on
your status.

£ [Bearch Statuse

o
LY

B At s Training Session
& At Lunch

) Available

& Available, Follow-Me
& Available, Forward

$ Available, Mo ACD
gy Aoway from desk

@ Do Not Disturb

& Gone Home

o In m R mnble -
" At Lusnct .
‘ p:-:}.'.l hd

Search Statuses box: Allows you to search for a specific status.
Edit Status icon: Allows you to specify a note regarding your current status.
Available Statuses list: Statuses that are available to select.

Status bar: Displays your current status and the amount of time that you've been in that status.

Change Your Dialer Status
Use the Status page to change your status in the Dialer Agent Interface.

Note: If you are logged on to a campaign, you cannot change your status until you request a break. For
more information, see Request a Break.

To change your Dialer status

1. On the status bar of the Dialer Agent Interface, click the arrow next to your current status. A list
of available statuses appears.
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o
ko

£ [Bearch Statuses

-

B At a Training Session
& At Lunch

) Avallable

& Available, Follow-Me
& Available, Forward

¥ Available, Mo ACD
= Away from desk

@ Do Not Disturb

& Gone Home

Fa i o~ R ilmnblems
Al Lunch .
i’ 0E25 hd

2. To search for a status, in the Search Statuses box, begin typing the status for which to search.
Statuses that match your search criteria appear.

O

< on o
B At a Training Session

¥ Gone Home

1 On Vacation
Available '
0 01:21:22 Bt

For more information about possible available statuses, see Possible Status Values in the
Interaction Client Help.

3. Click a status. If you changed your status to "Available, Forward", the Status Notes dialog box
appears.
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Status Notes X

4. If the Status Notes dialog box appears, do the following:
a. Inthe Notes box, type a message regarding your status.
b. Inthe Number box, type your forwarding phone number and then click Save.

Interaction Dialer changes your status and restarts the status timer.

Add a Note About Your Dialer Status
Use the Status Notes dialog box to add a message regarding your current Dialer status.

Note: If you are logged on to a campaign, you cannot add a note about your status until you request a
break. For more information, see Request a Break.

To add a note about your Dialer status

1. On the status bar of the Dialer Agent Interface, click the arrow next to your current status. A list
of available statuses appears.

“

£ [Bearch Statuses 4

B At a Training Session

& At Lunch

) Available

& Available, Follow-Me

& Avallable, Forward

§ ) Available, No ACD

sy Away from desk

@ Do Mot Disturb

¥ Gone Home

1o R

i
2. Next to the Search Statuses box, click the Edit icon. The Status Notes dialog box appears. The

information that displays depends on your status.
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Status Notes X

3. Inthe Notes box, type a message regarding your status.

4. Specify the following other data based on your status:

Status Other Data to Provide

Until Date: Date your status ends.
At a Training Session
Until Time: Time your status ends.

At Lunch Until Time: Time your status ends.
Available, Follow Me Until Date: Date your status ends.
Available, Forward Number: Your forwarding phone number.

Until Date: Date your status ends.

In a Meeting

Until Time: Time your status ends.
On Vacation Until Date: Date your status ends.

Until Date: Date your status ends.
Out of the Office

Until Time: Time your status ends.

Until Date: Date your status ends.
Out of Town

Until Time: Time your status ends.

5. Click Save.

Note: Interaction Dialer doesn't change your status when this time ends. You must change your
status manually.

6. To view the note, click the hamburger menu and then click Directory. The Directory page
appears, with your message and any other status data under your user ID.
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Modify or Remove a Dialer Status Note

Use the Status Notes dialog box to modify or remove a message regarding your current status in the
Dialer Agent Interface.

Note: If you are logged on to a campaign, you cannot modify or remove a note about your status until
you request a break. For more information, see Request a Break.

To modify or remove a note about your Dialer status

1. On the status bar of the Dialer Agent Interface, click the arrow next to your current status. A list
of available statuses appears.
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£ [Bearch Statuses 4
Al a Training Session
& At Lunch
) Available
& Available, Follow-Me
& Available, Forward
1 Available, No ACD
= Away from desk
@ Do Not Disturb
=3 Gone Home

i '-l.:‘;-:..:::.-ll W !
2. Next to the Search Statuses box, click the Edit icon. The Status Notes dialog box appears.
Status Notes X

Back soon

1:30 PM ®

3. Inthe Notes box, do one of the following:
e To change your message, type a new message regarding your status.
e To remove your message, delete the text.
4. In the Until Time list box, do one of the following:
e To change the end time, click the new end time for your status.
e To delete the end time, click the X.
5. Click Save.

View User Directory

Use the Directory page to view a list of users who are logged on to Interaction Dialer.

To view the user directory

1. Inthe Dialer Agent Interface toolbar, click the hamburger menu and then click Directory.

63



Latitude Printable Help for Users

-

Q Diractory
1 Page 10f 6 b

usersi

v

felicio_user

=

operator

3}
user
eV
Back soon

Ll 130 FiY
i Al . :" ~ .
[User ID]: User name for the user logged on to Interaction Dialer.
[Phone Extension]: User's phone extension number.

[Current Status]: Icon that represents the user's current status in the Dialer Agent Interface. For
example, the Apple icon indicates that the user is at lunch. For more information about these
icons, see Dialer User Statuses.

[Logged on Status]: Icon that represents whether a user is logged on or off. A green check mark
indicates that the user is logged on. A red X indicates that the user is logged off.

[Note]: Note the user added regarding the user's current status.

[Status End Time]: Time that the user indicated that the status will end. The system doesn't
change the status automatically when the status time ends. Users must change their status
manually.

2. To call a user's extension, click the user's extension number. The system dials the user's
extension number.

Dialer Views

Dialer Views

Dialer provides options for the following:
e Viewing a list of users who are logged on to Interaction Dialer currently
¢ Viewing information about your recent incoming and outgoing calls
e Viewing information about your workgroup queues

e Viewing your open interactions
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View a Workgroup Queue
Use the Workgroup Queues tab in the CRM Web Client window to view information about your
workgroup queues.

To view your workgroup queues

1. Inthe Dialer Agent Interface toolbar, click the Workgroups icon. The CRM Web Client window

appears.

2. Click the Workgroup Queues tab.

@ CFM Web Chent - Google Chrome - m] *

e | o

Name Detalls Duration Stake Quese T @

aen

View Your Interactions

Use the My Interactions tab in the CRM Web Client window to view your interactions, such as requests
for assistance.

To view your interactions

In the Dialer Agent Interface toolbar, click the Workgroups icon. The CRM Web Client window

1.
appears.

2. Click the My Interactions tab.
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3. To close the request, click Done.

View Your Call History

Use the Call History page to view your call history. You can view all your calls or just your missed,
outgoing, answered, or forwarded calls.

To view your call history

e Inthe Dialer Agent Interface toolbar, click the hamburger menu and then click Call History.

W
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[Location]: City and state associated to the phone number.

[Account Code]: Interaction Administrator account code to associate to the phone call. If not
available, your organization doesn't use this code.

[Phone Number]: Phone number that you called, answered, missed, or forwarded.
[Date]: Date the call occurred.
[Call Duration]: Duration of the call (from connection to disconnection or transfer), in hours,
minutes, and seconds.
Place an Outbound Call
Use the Make a Call dialog box to place an outbound call.
To place an outbound call
1. Inthe Dialer Agent Interface toolbar, do one of the following:
e Click the Phone icon.
e Click the Hamburger menu and then click Make a Call.

The Make a Call dialog box appears.

Make a Call x

Dial Number: Phone number to dial.

Account Code: Interaction Administrator account code to associate to the phone call. If not
available, your organization doesn't use this code.

Workgroup: Workgroup to associate to the phone call.

2. Complete the information and then click the Phone icon to place the call.

Change Your Station
Use the Select Station page to change the station through which you receive calls.
To change your station

1. Inthe Dialer Agent Interface toolbar, click the User icon.
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campaigns or to start receiving
campaign calls

Awailable
0 01:35

2. Click the Edit icon next to the station. The Select Station page appears.

-

Select Station

Workstation -

stationl

Remember Slaton

Avalable -
0 3d 17:20.-03 &

3. Inthe Select Station list box, click the type of station through which to receive calls.
4. Do one of the following:

e If you selected Workstation, in the Workstation box, type the name of the workstation to

use.
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e If you selected Remote Workstation, in the Remote Workstation box, type the name of
the remote workstation to use. In the Remote Number box, type the remote telephone
number to use.

e If you selected Remote Number, in the Remote Number box, type the remote telephone
number to use.

For more information about stations, see "Overview of stations" in the Interaction Administrator
documentation.

5. To use the same station each time you log on to Interaction Dialer, select Remember Station.

6. Click Select.

Change Your Dialer Password
Use the Change Password dialog box to change your Interaction Dialer password.

To change your Dialer password

1. Inthe Dialer Agent Interface toolbar, click the Hamburger menu and then click Change
Password.

Change Password X

Old Password

Mew Password

LConlirm New Password

In the Old Password box, type your current Dialer password.
In the New Password box, type your new Dialer password.

In the Confirm New Password box, retype your new Dialer password.

vk W

Click Change Password.
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Log off Interaction Dialer

Use the User menu to log off Interaction Dialer. You must log off all campaigns before you can log off
Interaction Dialer.

To log off Interaction Dialer

1. Inthe Dialer Agent Interface toolbar, click the User icon.

— E - &

& usert

L. Station1 #
(® Log Out
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2. Click Logout. The system logs you out of the Dialer Agent Interface.

Validate a Call

Use the DPA Validation dialog box to verify that you are speaking to the correct customer or authorized
party before discussing the account displayed in the Work Form. If your organization configured the
system to require this validation, the system displays this dialog box automatically when you attempt to
retrieve an account. You can also choose to display this dialog box at any time using the Account

toolbar.
To validate a call
1. Do one of the following:

e Retrieve an account using search, open interaction, work queue, history, or inventory.
e Inthe Account toolbar, click DPA.

The DPA Validation dialog box appears.
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DPA Validation
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Account Warnings

Client: Name of the client associated to the account.

File #: Unique code that the system assigned to identify the account.

Status: Three-character code that identifies the status of the account.

Desk: Desk assigned to the account.

Class of Business: Client's company type.

Client Reference: Unique code that the client assigned to identify the account.
Customer on Account: Name of the customer on the account.

Name of Caller: Name of the person on the phone.

Address Line 1: First line of the customer's address.

OK (Address Line 1): If selected, the address that the caller provided matches a value in the
Address Line 1 list box.

Post Code: Customer's postal code.

OK (Post Code): If selected, the postal code that the caller provided matches a value in the Post
Code box.

Date of Birth: Customer's date of birth.

OK (Date of Birth): If selected, the postal code that the caller provided matches a value in the
Date of Birth box.

Phone on Account: Phone number listed on the account.
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72

10.
11.

OK (Phone on Account): If selected, the postal code that the caller provided matches a value in
the Phone on Account list box.

Confirmed via Secondary Piece of Information: If selected, you confirmed the caller's
information using resources other than Latitude.

Client Requirements for DPA Validation: Client requirements for data validation.
Account Warnings: Warning messages associated to the account.
DPA Outcome: Results of the validation. Valid values are:
Completed: Information the party provided is valid. The system displays the account.

RPC not made: (Right Party Contact). Party on the call is not the correct party. The system
doesn't display the account.

Refused: Party on the call refused to verify the information. The system doesn't display the
account.

Inconvenience: Party on the call indicated that it's not a convenient time to talk. The
system doesn't display the account.

Failed: Information the party provided is not valid. The system doesn't display the account.
Bypass: You want to skip the validation process. The system displays the account.
Cancel: System cancels the validation process and doesn't display the account.

In the Customer on Account list box, click the customer on the account that the caller wants to
discuss. The system populates the Name of Caller list box.

In the Name of Caller list box, click the name of the responsible party or authorized third party
who is calling. The system populates the Address Line 1, Postal Code, Date of Birth, and Phone
on Account boxes.

If the address that the collar provided is in the Address Line 1 list box, click the address and then
select the corresponding OK check box.

If the postal code that the caller provided matches the value in the Post Code box, select the
corresponding OK check box.

If the date of birth that the caller provided matches the value in the Date of Birth box, select the
corresponding OK check box.

If the phone number that the caller provided matches a value in the Phone on Account list box,
click the phone number and then select the corresponding OK check box.

If you confirmed the caller's information using resources other than Latitude, select the
Confirmed via Secondary Piece of Information check box.

If your organization configured client requirements for data validation, review the requirements
in the Client Requirements for DPA Validation box.

In the DPA Outcome list box, click the results of the validation.

Click Continue. If you indicated that the information that the caller provided is valid, the account
appears in the Work Form.
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View Account Warnings

Use the Warnings dialog box to view warning messages for the account displayed in the Work Form.
You can click the Warnings link in the Account toolbar to open this dialog box at any time. For
information about warnings displaying automatically, see the Warning Dialog Permission.

To view account warnings

1. Inthe Account toolbar, click Warnings.

Warnings
Customer:  VOZAR, ANDREWY Fila #: 1001
Account: 7738179391195 S ACT |
CUSTOMER OHE o-level: (CEED

Address: 112 GARFIELD AVE
ALLENTOWRH, FA 18101
Email: Ho Email Address

Q-Dake:  12/2L72013

Branch: 00000
Fhone; W | 5555555555 i Desk:  0O0OOGO

_LE'E.J & Halp
Customer: Name of the customer on the account.
Since: Date the client opened the account.
Type: Type of account (for example, business or residential).
Account: Unique code that the client assigned to identify the account.
Address: Customer's street address, city, state, and postal code.
File #: Unique code that the system assigned to identify the account.
Status: Status of the account.
Q-Level: Three-digit code used to sort and prioritize accounts in the queue.
Q-Date: Date the system queues the account for the collector to work.
Branch: Customer branch associated to the account.
Desk: Desk assigned to the account.

Warnings: Warning messages for the account.
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2. When finished viewing the information, click OK.

Display a Web Site on a New Browser Tab

If you have the Access Redirect Portal permission, you can display a web site that your organization
specified in a new tab in your browser.

To display a web site on a new browser tab

e Inthe Account toolbar, click Redirect to Portal. The web site that your organization specified in
the Access Redirect Portal permission displays on a new tab in your browser.

Delinquency or Recovery Anchor

Delinquency or Recovery Anchor

The Work Form displays either a Delinquency or Recovery anchor, depending on which anchor your
organization specified in the Anchor Permission. These anchors contain "cards" of information. The
cards that display depend on which ones your organization assigned to the anchor, and the account
displayed in the Work Form. For example, the system only displays the Account Placement card when
an outside collection agency holds the account and when your organization includes it in the anchor
card.

The following cards could display on an anchor, depending on your system configuration:

e Account Labels Card

e Account Navigator Card

e Account State Card

e Account Status Card

e Account Summary Card

e AIM Card

e Charge-off Details Card

e Contact Card

e Delinquency Card

e  First Party Active Collections Card

e Hot Notes Card

e Joined Accounts Card

e Link Summary Card

e Medical Account Details Card

e Party Card
e Party Navigator Card

e Pending Payments Card
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e Support Queue Details Card

Anchor Permission
Account Labels Card

Account Labels Card

The Account Labels card allows you to define labels for whatever purpose you choose and use them to
flag accounts. For example, you can use the labels as tags, conditions, or properties. You can assign
multiple labels to an account. Account labels appear on the Account Labels card in the Delinquency or
Recovery anchor.

You must have the Labels - User Policy Permission to view labels, add labels to accounts, create labels,
and delete labels from accounts.

Create a Label

Use the Account Label card in the Delinquency or Recovery anchor to create a label that you can use to
flag accounts.

To create a label

1. Locate the Account Label card.

2. Inthe Select Label box, type a label name to indicate the purpose of the label. A link appears in
the lower section of the card.

Owerseas]

-

3. Press Enter. The system adds the label to the Account Label card.
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¥ oOverseas

§ Savelabels || | Resct

I Tip: To cancel your changes, click Reset.

Add a Label to an Account

Use the Account Label card in the Delinquency or Recovery anchor to add an existing label to the
account that is displayed in the Work Form.

To add a label to an account

1. Locate the Account Label card.

. ¥ oOVerseas |

{ Sovelabels || | Resct

2. Inthe Select Label box, begin typing a label name.

3. Click the label name and press Enter. The system adds the label to the account.

¥ Overseas | [ military

I Tip: To cancel your changes, click Reset.

View Labels Associated to an Account

Use the Account Label card in the Delinquency or Recovery anchor to view the labels associated to the
account that is displayed in the Work Form.

To view labels associated to an account

e Locate the Account Label card.
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¥ overseas | s military
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Delete a Label From an Account

Use the Account Label card in the Delinquency or Recovery anchor to delete a label from the account
that is displayed in the Work Form.

To delete a label from an account

1. Locate the Account Label card.

¥ overseas | [ military

2. Click the x next to the label to delete.

I Tip: To cancel your changes, click Reset. I

Account Navigator Card

The Account Navigator card contains contact information for the parties on the account displayed in the
Work Form. The system displays each party on a separate tab within the card. The first tab displays the
primary party on the account. Subsequent tabs display secondary parties on the account. Click a tab to
display the account in the Work Form.

Miesen, Roy Y

+" Good Address

1209 SCHWEITZER. RD
APT G

ALLENTOWM, Pa 12101

Home {510} 287-9514
Mo Email Address

[Party]: Party's name. Click to view information for another party on the account.
[Address]: Party's street, city, state, and postal code.

[Email Address]: Party's email address.
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Authorized for Customer: Customer who authorized this person to discuss the debt and pay on the
account. This information appears when the Is Responsible check box is cleared.

If your organization placed a collection hold for a party on the account, a message displays in this card
indicating that the customer is on hold.

Tip: To view the full contact name when it isn't visible, rest your mouse on the contact name.

Account State Card

The Account State card displays information regarding the state of the account displayed in the Work
Form.

7738201000121
Q000001 - ABC CLIEMT
Last Paid $0.00 on

NEW_

[Account Number]: Unique code that the client assigned to identify the account.

[Client]: Code that identifies the client, and the client's name. If the client's name exceeds 20 characters,
you can rest your mouse on the name to see the full name.

[Status]: Status of the account. The status displays with a blue background for active accounts and a red
background for closed accounts.

The card may also display the following information:
e Whether the account is residential or business.
e Last payment amount and date.

e  Whether the system or a user canceled the account, and if so, the date and reason.

Account Status Card
The Account Status card displays the status information for the account displayed in the Work Form.
File #: 1835

Status: m
Q-Level: m

Q-Date: 06/11/2014

Branch: 00000
Desk: LIQUID

Tip: To see a description of the status; queue level; branch; or desk, rest your mouse on the data
next to the label.

File Number: Unique code that the system assigned to identify the account.
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Status: Status of the account. The status displays with a blue background for active accounts and a red
background for closed accounts.

Q-Level: Queue level assigned to the account.
Q-Date: Date the account queued.

Branch: Agency branch assigned to the account.
Desk: Desk assigned to the account.

Note: If your organization placed a hold on the account, a message displays indicating that the
account is on hold. To view the hold expiration date and reason, rest your mouse on the hold
message.

Account Summary Card

The Account Summary card contains account information for the account displayed in the Work Form.

Client 0000001
CUSTOMER ONE
Q8774586630012
PHC BANE

Charge Off Date

Received Dabe: 2f11/11
Met Oviginal Balance 5250.00
nce: §250.00

. £0.00
Last Worked: B/7/18
Last Contacted 878

Client: Code that identifies the client, and the client's name. If the client's name exceeds 20 characters,
you can rest your mouse on the name to see the full name.

Client Account Number: Unique code that the client assigned to identify the account.

Original Creditor: Original creditor assigned to the account. If the client's name exceeds 20 characters,
you can rest your mouse on the name to see the full name.

Date Last Paid Client: Date the client last received a payment.

Charge Off Date: Date the client charged off the account.

Received Date: Date your organization received the account.

Net Original Balance: Original balance of each money bucket, plus or minus adjustments.
Current Balance: Current account balance.

Last Payment: Last payment amount that the client received.

Last Worked: Date a user last worked the account.

Last Contacted: Date a user last contacted a party on the account.
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AIM Card

The AIM card displays information regarding the outside collection agency or attorney holding the
account displayed in the Work Form.

Placed Date: Q/25/14

Days Placed / Level: 0/ 1

Agency ID: 1

Agency Name: Collections Plus Services

Agency Address: 123 Collections Road
Suite 262

Jacsonville, Florida 32256
Agency Email:
Agency Phone: 904-555-2900
Agency Fax: 904-555-2901
Placed Date: Date the client placed the account with the outside collection agency.
Days Placed / Level: Number of days the outside collection agency has had the account.
Agency ID: Unique code that identifies the outside collection agency.
Contact Information: Name, mailing address, email address, phone number, and fax number of the
outside collection agency.
Charge-off Details Card

The Charge-off Details card displays charge-off information for the account displayed in the Work Form.

Charge Off Amount: $500.00
Interest Since Charge Off:  50.00

Last Worked:

Last Contacted:

Last Payment: 10/21/14
£600.00

Total Paid: ($600.00)

Current Balance: £0.00

Credit Balance: $100.00

Charge Off Amount: Amount of the debt that the client charged off.

Interest Since Last Charge Off: Interest that accrued after the client charged off the debt.
Last Worked: Date a user last worked the account.

Last Contacted: Date a user last contacted a party on the account.

Last Payment: Date the client last received a payment.

Total Paid: Total amount paid.

Current Balance: Current account balance.

Credit Balance: Overpayment amount. If the customer didn't pay more than the account balance, the
system doesn't display this information.
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Contact Card

The Contact card contains contact information for the customer on the account displayed in the Work
Form.

Customer: Henry Shreim
Sinca: 5/19/0% Residential

Account: 2267826447
POOL QUEUE CUSTOMER.

Address: " Good Address

PO BOX 3572

SaN DIEGO, CA 92101
Email: Mo Email Address
Phone: Mo Phone

Customer: Customer's name.
Since: Date when the person became a customer and the type of account.
Account: Unique number that the client assigned to the account to identify it.

[Client Name]: Name of the client associated to the account. If the client name exceeds 20 characters,
you can rest your mouse on the name to see the full name.

Address: Customer's address.
Email: Customer's email address.

Phone: Customer's telephone number.

Delinquency Card

The Delinquency card displays delinquency information for the account displayed in the Work Form.
The labels that appear in the data grid are based on how your organization configured the Delinquency
Aging Bucket Labels Permission.

Cycles: (3) 0 Broken Promises Total £250.00
$50.00 Maonthly 0 Declined CC Fast Due $200.00
Due on 1/1/1900 0 Returned Checks
Aging Current 30 60 90 120
Amount £50.00 £50.00 £50.00 £50.00 £50.00
Times Delinguent 0 0 0 0 0

[Account Age]: Age of the account. If the account is 30 days past due, the age displays with a yellow
background. If the account is 60 days past due, the age displays with an orange background. If the
account is 90 days or more past due, the age displays with a red background.

Cycles: Number of billing cycles.

[Billing]: Recurring billing amount and frequency.
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Due on: Payment due date.

Broken Promises: Number of broken promises.

Declined CC: Number of declined credit card transactions.

Returned Checks: Number of returned checks.

Total: Total account balance.

Past Due: Total amount past due.

Amount: Amounts that are due currently or past due for each of the aging buckets.

Times Delinquent: Number of times the account was past due for each of the aging buckets.

First Party Active Collections Card

The First Party Active Collections card displays information regarding first-party active collections for
the account displayed in the Work Form.

#F ACcounts: 3 Cuwrrent Balance: £3,217.47
£3.217.47 Postdates [ Promisas £0.00
£0.00 Balance af 53,217.47
£0.00 Mot '
£0.00 Final Postdate [ Promise &/8/14
Account Balance Status
CUSTOMER ONE 7 IBLB4TETOTS 5967.47 I:B'
CUSTOMER. ONE $250.00 [ ACT ]
CUSTOMER ONE 4541021574653 $2,000.00 | AcCT ]

# Accounts: Number of accounts in the portfolio.

Net Listed: Net value of the accounts in the portfolio.

Interest Accrued: Interest accrued on the accounts in the portfolio.

Last Payment: Last payment amount on the accounts in the portfolio.

Total Paid: Total amount paid on the accounts in the portfolio.

Current Balance: Current balance of the accounts in the portfolio.
Postdates/Promises: Post-dated check and promise amounts for the accounts in the portfolio.
Balance After Postdates: Portfolio balance after subtracting post-dated checks.
Next Postdate/Promise: Next post-dated check or promise date.

Final Postdate/Promise: Final post-dated check or promise date.

Portfolio: Code that identifies the portfolio.

Account: Code that identifies an account in the portfolio.

Balance: Balance of the account.

Status: Status of the account.
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Hot Notes Card

Hot Notes Card
The Hot Notes card allows you to add hot notes and standard notes to accounts.

Hot Notes

Hot notes display in the Hot Notes card and convey important information for working an account. The
system retains the notes only until you clear the card. You can modify or delete hot notes that other
users created.

Standard Notes

Standard notes display in the Notes panel. You use standard notes to track changes and save
information about an account. The system retains the notes indefinitely. You cannot modify or delete
standard notes.

Add a Hot Note to an Account

Use the Hot Note card in the Delinquency or Recovery anchor to add a hot note to the account that is
displayed in the Work Form.

To add a hot note to an account

1. Locate the Hot Note card.

Action Code: | - Choose Action - Required -

Result Code: | -- Choose Result - Required --

Save Hotnote Reset

2. Inthe Action Code list box, click the action on the account.
3. Inthe Result Code list box, click the result of the action.

4. In the Note box, type a note and then click Save Hotnote. The system adds the hot note to the

account.
Action Ciode: Choose Action - Required
Result Code: Choose Result - Required
Spoke with Amy Anderson and left a message faor
Brian Barnes
Reset
I Tip: To cancel your changes, click Reset. I

83



Latitude Printable Help for Users

Add a Standard Note to an Account

Use the Hot Note card in the Delinquency or Recovery anchor to add a standard note to the account
that is displayed in the Work Form. You cannot modify or delete standard notes. For more information,
see Notes.

To add a standard note to an account

1. Locate the Hot Note card.

Action Code: | -- Choose Action - Required -
Result Code: | -- Choose Result - Required --

Save Hotnote Reset
—

2. Inthe Action Code list box, click the action on the account.
3. Inthe Result Code list box, click the result of the action.

4. Inthe Note box, type a note and then click Create Standard note. The system adds the note to
the Notes panel.

I Available Fansls = l Hotes %

=+ Add Note Q| @ Help
Date User Action Result Comment Private?
8/19/2013 9:06 am gs co co On vacation until 08/31/2013.
I Tip: To cancel your changes, click Reset. I

Joined Accounts

Joined Accounts Overview

The "joined accounts" feature provides visibility into a specific party and the party's multiple accounts; a
specific account and the account's multiple parties; and the navigation across both contexts. The
following example shows John Smith associated to Account A and Account B. It shows Jane Smith
associated to Account B and Account C. Finally, it shows John Smith and Jane Smith associated to each
other through the shared Account B. When viewing Account B, you see two responsible parties.
Selecting John Smith brings visibility to Account A and the responsibility to Account B. Selecting Jane
Smith brings visibility to Account B and the responsibility to Account C.
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Users can view a specific account and see that account's data and its related parties. They can also view
a specific party and see the related accounts and a roll-up of the responsibility of those accounts. Data
points like the total amount due differ based on which party that the user selected and the party's
responsibilities.

Joined Accounts Card

The Joined Accounts card displays the accounts associated to the responsible parties on the account
displayed in the Work Form. The information that appears on this card is based on whether the system
is displaying the Delinquency or Recovery Anchor. Open accounts appear first, sorted by received date. If
there are more than four accounts to display, the system includes pagination.

I Notes: I
e To display one of the joined accounts in the Work Form, click the account.

e If closed accounts are excluded from the list, a check mark in a red box appears (as shown in
the example). To include closed accounts in the list, click the check mark in the red box. An X
in a blue box appears in place of the check mark.

e If closed accounts are included in the list, an X in a blue box appears. To remove closed
accounts from the list, click the X in the blue box. A check mark in a red box appears in place
of the X.

Delinquency anchor - Joined Accounts card

Joined (File#) Account Status  Client Total Due  Past Due  Last Pd Amt Last Paid Worked Contacted
(1226) 125454660801200 CELP  CUSTOMER OME « $250.00 $2060,00 50,00
(1227) 1540302062300 (4P CUSTOMER THREE v $250.00  $200.00  $0.00
(1228) 2507312135432 (A0 CUSTOMER THREE v $250.00  $200.00  50.00
Responsible Balance: S0, () 1, (W0, R
Collectable Total: $1,250.00  $1L000.00  $0.00

Joined (File #): Unique code that the system assigned to identify the account. If a Link icon displays next
to an account, it indicates that the account is the driver (main) account in the group of joined accounts.

Account: Unique code that the client assigned to identify the account.
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Status: Status of the account.

Client: Name of the client associated to the account.

Total Due: Total amount due on the account.

Past Due: Amount that is past due on the account.

Last Pd Amt: Amount last paid on the account.

Last Paid: Date of last payment on the account.

Worked: Date a user last worked the account.

Contacted: Date a user last contacted a party on the account.

Responsible Balance: Total due and total past due for only the accounts in the data grid for which the
focused party is responsible.

Collectable Total: Total due, total past due, and total last paid amounts for all the accounts in the data
grid, regardless of whether the focused party is responsible.

Recovery anchor - Joined Accounts card

Joined (File#) Account Status  Client Total Due Past Due  Last Paid Worked Contacted
(1646) 54122447031 7)) DISNEY CUSTOMER ¥ $650.00 $0.00
(1647) 654123001470 L5 DISNEY CUSTOMER v $450.00 0,00
(1648) 140012457712331 L5 DISNEY CUSTOMER ¥ $3,260.00  $0.00
3 2
Responsible Balance: 50.00 $0.00
Collectable Total: 57,280,55 50,00

Joined (File #): Unique code that the system assigned to identify the account. If a Link icon displays next
to an account, the account is the driver (main) account in the group of joined accounts.

Account: Unique code that the client assigned to identify the account.

Status: Status of the account.

Client: Name of the client associated to the account.

Total Due: Total amount due on the account.

Past Due: This amount is not applicable to recovery accounts so the value is always zero (0).
Last Paid: Date of last payment on the account.

Worked: Date a user last worked the account.

Contacted: Date a user last contacted a party on the account.

Responsible Balance: Total due for only the accounts in the data grid for which the focused party is
responsible.

Collectable Total: Total due for all accounts in the data grid, regardless of whether the focused party is
responsible.
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Medical Account Details Card

The Medical Account Details card displays for medical accounts associated to the responsible parties on
the account displayed in the Work Form. The information that appears on this card is based on whether
the system is displaying the Delinqguency or Recovery Anchor. Open accounts appear first, sorted by
received date. If there are more than four accounts to display, the system includes pagination.

I Notes: I
e To display one of the joined accounts in the Work Form, click the account.

e If closed accounts are excluded from the list, a check mark in a red box appears (as shown in
the example). To include closed accounts in the list, click the check mark in the red box. An X
in a blue box appears in place of the check mark.

e If closed accounts are included in the list, an X in a blue box appears. To remove closed
accounts from the list, click the X in the blue box. A check mark in a red box appears in place
of the X.

Delinquency anchor - Medical Account Details card

Joined (File#) Account Patient Name Service Date Status  Client Total Due Past Due  Last Pd AnLast Paid Received Last Charge Worked Contacte
% [(1206) 773820665544 @D CUSTOMER TWO ' §250.00 $200.00 $0.00 2/28/11
(1005) 7738201009121 Roy Weisen EETU new TR v s1s000  swo00  sooo 2111
Responsible Balance: $400.00 $300.00
Collectable Total: $400.00 530000 $0.00

Joined (File #): Unique code that the system assigned to identify the account. If a Link icon displays next
to an account, it indicates that the account is the driver (main) account in the group of joined accounts.

Account: Unique code that the client assigned to identify the account.
Patient Name: Patient's name.

Service Date: Date the patient received medical care.

Status: Status of the account.

Client: Name of the client associated to the account.

Total Due: Total amount due on the account.

Past Due: Amount that is past due on the account.

Last Pd Amt: Amount last paid on the account.

Last Paid: Date of last payment on the account.

Received: Date your organization received the account.

Last Charge: Date the client last charged the account.
Worked: Date a user last worked the account.

Contacted: Date a user last contacted a party on the account.

Responsible Balance: Total due and total past due for only the accounts in the data grid for which the
focused party is responsible.
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Collectable Total: Total due, total past due, and total last paid amounts for all the accounts in the data
grid, regardless of whether the focused party is responsible.

Recovery anchor - Medical Account Details card

Joined (File#) Account Patient Name Service Date Status  Client Total Due  Past Due  LastPald Received Last Charge Worked Contacted
%  (1000) 7738184767075 CED)  CUSTOMER ONE v $967.47  $0.00 2/11f11
(1201) 9877458630012 €E) cusToMER ONE Vv $250.00  $0.00 211411
Responsible Balance: $3,217.47  $0.00
Collectable Total: $3,217.47  50.00

Joined (File #): Unique code that the system assigned to identify the account. If a Link icon displays next
to an account, the account is the driver (main) account in the group of joined accounts.

Account: Unique code that the client assigned to identify the account.
Patient Name: Patient's name.

Service Date: Date the patient received medical care.

Status: Status of the account.

Client: Name of the client associated to the account.

Total Due: Total amount due on the account.

Past Due: This amount is not applicable to recovery accounts so the value is always zero (0).
Last Paid: Date of last payment on the account.

Received: Date your organization received the account.

Last Charge: Date the client last charged the account.

Worked: Date a user last worked the account.

Contacted: Date a user last contacted a party on the account.

Responsible Balance: Total due for only the accounts in the data grid for which the focused party is
responsible.

Collectable Total: Total due for all accounts in the data grid, regardless of whether the focused party is
responsible.
Link Summary Card

The Link Summary card contains summary information for open accounts linked to the account
displayed in the Work Form. Linked accounts can belong to different clients.

Linked Accounts: 3 Linked Balance: $3,217.47

Client Accounts  Balance
0000001 - CUSTOMER OME 2 51,217.47
0000015 - LIQUID LAT CUSTOMER 1 £2,000.00

Linked Accounts: Total number of accounts in the linked account group for all associated clients.
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Linked Balance: Total balance of the accounts in the linked account group for all associated clients.
Client: Name of the client associated to the linked accounts.
Accounts: Number of accounts in the linked account group associated to the client.

Balance: Total balance of the accounts in the linked account group associated to the client.

Party Card
The Party card contains contact information for a party on the account displayed in the Work Form.

Miss Leila Smitherma...

" Good Address

258 Bolsius Ave.
Haines Falls, 0149 4HS
GB

No Phane

Mo Email address

[Name] Party's name.
Address: Party's address.
Phone: Party's telephone number.

Email: Party's email address.

Party Navigator Card

The Party Navigator card contains information regarding a party on the account displayed in the Work
Form.

Richard Kk Primary RP Richard Kile
Is Ressponsibls Yo Account On Hold  Broken Promise
thorired For Customer None
Customer On Hold National 1D 111223333
wn Cormplsint [ Address ' 12 JAMES ROAD
Oy [--_: i [io%] 'ﬂ'pl fa
I ) ALLENTONYN , PA 18101
Hardship o]
il Representatios Mo " Richard. Kile@omymail.com
Ly Insodvency Mo Mabike ¥
Deceased Informatior No Home Phone 0021
Dl Managemeent ] Work Phone

Column 1

[Name]: Name of a party on the account. If more than one party exists on the account, you can
click the list box to select another party for whom to view information.

Is Responsible: Indicates whether the party is responsible for the account.

Authorized For Customer: Customer for whom the party is authorized to discuss the debt and
pay on the account.

[Customer Alert]: If the customer is on hold, a "Customer On Hold" alert appears in red.
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Tip: You can rest your mouse on the alert to view more information about it. For system-placed
holds, the information displayed is the date the system placed the hold and the reason (for
example, complaint). For user-placed holds, the information displayed is the hold expiration
date and the reason the user provided when placing the hold. If both the system and a user
placed a hold, the information that displays is for whichever hold occurred first.

Note: If any of the following are true, the verbiage appears in red.
Open Complaint: Indicates whether there is an open complaint on the account.
Open Dispute: Indicates whether there is an open dispute on the account.

Care/Hardship: Indicates whether there is a customer care or financial hardship case on the
account.

Legal Representation: Indicates whether the account is in litigation.
Bankruptcy/Insolvency: Indicates whether there is a bankruptcy or insolvency on the account.
Deceased Information: Indicates whether a party on the account is deceased.

Debt Management: Indicates whether a party on the account engaged a Consumer Credit
Counseling Service (CCCS) to negotiate settlement or payment arrangements on the debt.

Column 2
Primary RP: Name of the primary responsible party on the account.

[Account Alert]: If there are account alerts (for example, account is on hold or has a broken
promise), the alerts appear in red.

Tip: You can rest your mouse on the alert to view more information about it. For example, if the
account has a broken promise, the information displayed is the date the broken promise occurred
and the promise amount. If a user placed the account on hold, the information displayed is the
hold expiration date and the reason the user provided when placing the hold.

National ID: Unique number that the government issued to identify the party shown in column 1
of the card (for example, social security number or state ID).

Address: Mailing address of the party shown in column 1 of the card.
Email: Email address of the party shown in column 1 of the card.

Mobile Phone: Cell number of the party shown in column 1 of the card.
Home Phone: Home number of the party shown in column 1 of the card.
Work Phone: Work number of the party shown in column 1 of the card.

Note: If the party has multiple phone numbers of the same type (for example, work), the
system displays only one phone number for that type. To view all phone numbers for the
account, see View Phone Numbers for an Account.

Pending Payments Card

The Pending Payments card displays pending payments for the account displayed in the Work Form.
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Pay Arrangement Items: 1
Date Next Payment Due: 11/17/14
Arrangement Ends: 11/17/14
Amount of Postdates: £2.00

Balance After Arrangement: $398.00

Settlement in Progress

Pay Arrangement Items: Number of items in the payment arrangement.

Date Next Payment Due: Due date of the next payment in the arrangement.
Arrangement Ends: Date the payment arrangement ends.

Amount of Postdates: Total amount for all post-dated payments in the arrangement.

Balance After Arrangement: Account balance after the system applies the payments in the
arrangement.

[Message area]: Messages about the arrangement, such as "Settlement in Progress" and "Broken
Promise."
Support Queue Details Card

The Support Queue Details card displays support queue details for the account displayed in the Work
Form. This card displays for accounts assigned to any support queue, such as clerical or supervisor. If an
account belongs to more than one support queue, you can select the queue to view.

Clerical Suppart v
Queus Code: 600 ]

Date Added: 212411
PR gs

Remove From Queue

Queue: Queue for which to display details.

Queue Code: Code that identifies the support queue.

Date Added: Date the user added the account to the support queue.

Added by: ID of the user who added the account to the support queue.

Due Date: Date the user requested a response to the support issue.

User Comment: Reason the user assigned the account to the support queue.

Remove From Queue: Removes the account from the queue specified in the Queue list box.
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Account Detail

Account Detail

You can view and modify account details using the Account Detail toolbar in the Work Form.

Balance Details Major Dates Additional Information Contact Analysis Client Guidelines Link Details

View Account Balance Details

Use the Balance Details panel to view account balance details for the account displayed in the Work
Form. The information that appears on this panel is based on whether the account is a delinquency or

recovery account.

To view account balance details

¢ Inthe Account Detail toolbar, click Balance Details. One of the following occurs:

o0 For an account that the client charged off, the current balance information appears.

o Foran account that the client didn't charge off, the history balance information appears.

Current Balance

The Current Balance panel shows the amounts for each money bucket for recovery accounts.

Current Balance

DOriginal

Princioal $292.87
Interest $0.00
Collection Costs $0.00
Bad Chedck Chgs $0.00
Court Cost $0.00
Attorrey Fees $0.00
Misc $0.00

Mot Usad 40,00

Mot Used $0.00
Transaction Charges $0.00
Total $292.87

Amount:

@ Help

Adjusted

$0.00
40,00
40.00
40,00
40.00
40,00
40,00
40,00
$0.00
$0.00

$0.00

Net Original
420287
40.00

40.

BBEBEED
5888488

-
138
8 8
98

Accrued

40.00
40.00
40.00

40.00
40.00
40.00
40.00
40.00
40.00

$0.00

Paid
40,00
40,00
40,00
40,00
$0.00
40,00
$0.00
40,00
$0.00
$0.00

$0.00

40,00

$0.00

Money buckets: (Rows) Categories used to group amounts associated to the account (for example,

principal and interest).

Original: Balance of each money bucket on the day your organization received the account.

Adjusted: Amount the system or user adjusted each money bucket after your organization received the

account.

Net Original: Original balance of each money bucket, plus or minus adjustments.

Accrued: Accrued interest (calculated interest, transaction fees).

Paid: Payment amounts received for each money bucket after your organization received the account.

Current: Current balance of each money bucket.

Total: (Last row) Total amounts for each of the columns.
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Overpaid: Amount overpaid on the account (account balance less the amount paid).

History Balance

The History Balance panel shows account aging information by month and year for delinquency
accounts.

History Balance

Linked Accounts &

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Hov Dec
Y Current] M @
2012
2011 120] [120]
© Help

Linked Accounts: If selected, linked accounts are included in the panel.

View or Modify Account Dates

Use the Account Dates panel to view important dates associated to the account displayed in the Work
Form. To modify custom dates, you must have the Update User Date 1 Permission, Update User Date 2
Permission, and Update User Date 3 Permission.

To view or modify account dates

1. Inthe Account Detail toolbar, click Major Dates.

Account Dates

Received: 2/11/11 Client Date Last | /09 Amount: | % 0 Custom Date 1: =
Paid i

e Closedt Client Date Last Amount: [5 o Custom Date 2: B

Last Worked: Charge:

Last Worked: s -
Delinguency: 1/25/09 Custom Date 3: B

Last Contactad:
Chargeff; 1/25/09

Last Paid: 10/29/14

Contract:

( Sawe | @ Help

Received: Date your organization received the account.

Date Closed: Date the system or a user closed the account.

Last Worked: Date the user last worked the account.

Last Contacted: Date your organization last contacted the customer.
Last Paid: Date your organization last received a payment.

Contract: Date the customer started the account with the client.
Client Date Last Paid: Date the client last received a payment.

Amount: (Client Date Last Paid Amount) Payment amount that the client reported as last received
on the account.

Client Date Last Charge: Date the client last charged the account.

Amount: (Client Date last Charge Amount) Amount the client last charged the account.
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Delinquency: Date the account became delinquent.
Charge Off: Date the client charged off the account.

Custom Date 1 through Custom Date 3: A user-defined date. The labels differ, depending on how
your organization configured your system.

2. If you have the permissions to modify the user dates, complete the information and then click
Save.
View Additional Account Information

Use the Additional Info panel to view miscellaneous account information for the account displayed in
the Work Form.

To view additional account information

e Inthe Account Detail toolbar, click Additional Information.

Additional Info
Account Type: Class: Creditors:  Original PNC BANK Client: 0000001 - ABC CLIENT

Claim Type: Previous s
Division:

Interest: Rate: 0 District:

Account IDs: Original 7738201009121

L ba o Branch:
Secured Loan Assessed: 2/11/11
01

D2

@ Help
Account Type
Class: Class of business assigned to the account for reporting to credit bureaus.
Claim Type: Claim type that the system uses to determine the statute of limitations.
Account IDs
Original: Account ID the creditor assigned to the account originally.
Secured Loan: If selected, the customer pledged collateral against the loan.
ID 1: User-defined account identification.
ID 2: User-defined account identification.
Creditors
Original: Original creditor assigned to the account.
Previous: Creditor previously assigned to the account.
Interest
Rate: Interest rate of the loan.
Date Assessed: Date the client assessed interest.
Client: Client associated to the account.

Division: Client's division.
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District: Client's district.

Branch: Client's branch.

View Contact Analysis Information

Use the Contact Analysis panel to verify the number of times each day that your organization attempted
to contact the customer regarding the account displayed in the Work Form. You can use this
information to determine what time to set up a reminder.

The system displays the following information:

Morning, afternoon, evening, and weekend contacts by both a user and a dialer.
Scoring information that the system imported (custom interfaces only.)

Number of days that your organization has held the account.

Percentage of the balance currently recovered.

Total amount collected, with the average amount collected each time your organization
contacted the customer or worked the account.

To view contact analysis information

In the Account Detail toolbar, click Contact Analysis.

Contact Analysis

Contact Method Worked and Contacted by Hour Recovery Stats
User {non-Dialer) Dialar Time Worked Contacted Score:
Worked  Contacted Worked — Contacted Age: a3
Marning X 0 0 o Racoverad: ]
afternoon | 0 0 0 ] Amount Collected: 9
Fer Work: 1]
Evening 0 0 0 o .
Fer Contact: 1]
Weekend | 0 0 0 0
@ Help

User (non-Dialer) Worked (Morning, Afternoon, Evening, Weekend): Number of times users
worked the account during the specified time of day.

User (non-Dialer) Contacted (Morning, Afternoon, Evening, Weekend): Number of times users
contacted someone regarding the account during the specified time of day.

Dialer Worked (Morning, Afternoon, Evening, Weekend): Number of times that the dialer worked
the account during the specified time of day.

Dialer Contacted (Morning, Afternoon, Evening, Weekend): Number of times that the dialer
contacted someone regarding the account during the specified time of day.

Time: Hour of day the user worked the account or contacted someone regarding the account.

Worked: Number of times the user worked the account at the specified time of day.
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Contacted: Number of times the user contacted someone regarding the account at the specified
time of day.

Score: Indicates how collectable the account is. This information comes from a file that your
organization receives from an outside vendor.

Age: Number of days your organization has held the account.

Recovered %: Percent of the account balances that your organization received in payments.
Amount Collected: Total amount collected on the accounts.

Per Work: Total amount collected for worked accounts.

Per Contact: Total amount collected for contacted accounts.

View Client Guidelines

Use the Client Guidelines panel to view the work plan, settlement guidelines, and miscellaneous
information for the client on the account displayed in the Work Form. Your organization specifies this
information when setting up a client. For more information, see Maintain Client Guidelines.

To view client guidelines
e In the Account Detail toolbar, click Client Guidelines.

DEFAULT CUSTOMER
123 MAIN STREET

JACKSONVILLE, FL 32246
335-1212

‘Wirk Flan

Work new biz 2 days, all other accounts every 3 days.

Settlernent Guidelnes

80% Blankst Setidement authorized. Anything lower see your supervisor

Misc Info

Testing Misc Info in customer properties.

@ Help

Work Plan: Displays a work plan for the account.
Settlement Guidelines: Displays settlement guidelines for the account.

Miscellaneous Information: Displays miscellaneous information for working an account.

View Information for Linked Accounts

Use the Link Details panel to view information about accounts that are linked to the account displayed
in the Work Form. Linked accounts can belong to different clients.

To view information for linked accounts
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1. With an account displayed in the Work Form, in the Account Detail toolbar, click Link Details.
One of the following occurs:

e For afirst-party active collections account, the first-party active collections information
appears.

e For afirst-party recovery or third-party collections account, the first-party recovery or
third-party collections information appears.

Note: To display a linked account in the Work Form, in the Account column, click the account
number.

2. To refresh the data in the data grid, click the Refresh icon in the first column and of the data
grid's header row.

First-party active collections

The first-party active collections anchor shows aging information for each linked account.

24 2
ink Driver Account Number: 773820665544
Link Driver File ID: 1206
Link 1D 5

s Client (File#) Account Aging Status Recieved Last Charge Cycle  Current Past Total 30 60 %0 120
L] CUSTOMER TWO 1206) 773820665544 150 [ new 2/28/11 02/09 §50.00 $200.00 $250.00 $50.00 §50.00 §50.00 §50.00
8 CUSTOMER ONE 1005) 7738201009121 %0 [ new ] 2111 02/09 $50.00 $100.00 $150.00 $50.00 $50.00

@ Help
# Accounts: Number of accounts in the linked account group, including the driver account.

Link Driver Account Number: Unique code that the client assigned to identify the link driver account. In
the data grid, a Flag icon signifies the driver account and a Chain Link icon signifies a linked account.

Link Driver File ID: Unique code that the system assigned to identify the link driver account.
Link ID: Unique number that identifies the linked account group.

Client: Name of the client on the account.

(File #) Account: Unique code that the client assigned to identify the account.

Aging: Age of the account, which is the greatest number of days the account is past due.
Status: Status of the linked account.

Received: Date your organization received the account.

Last Charge: Amount the client last charged the account.

Cycle: Date the account's next billing cycle begins.

Current: Amount that is not yet due.

Past: Total amount that is past due on the account.

Total: Total amount due on the account. This amount is the sum of the current and total amounts.

[Delinquency Aging Buckets]: Time periods for reporting past due amounts. In the example, the labels
are 30, 60, 90, and 120. Your organization defines these labels. For more information, see the
Delinquency Aging Bucket Labels permission.
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First-party recovery or third-party collections

The first-party recovery or third-party collections anchor shows account balance and payment
information for each linked account.

# Accounts 3
ink Driver A int Number: 7738184767075
Link Driver File ID: 1000
Link 10 1
o Portfolio (File®) Account Recieved Last Charge Balance Charge Off Placed Interest Paid Last Pay Amount of Postdates Next

= CUSTOMER ONE 21yn 7 13111 §967.47 $0.00  $0.00 $0.00

& CUSTOMER ONE J1iyn £250.00 $0.00 £0.00 $0.00

600¢

8 CUSTOMER ONE 2111 £2,000.00 $0.00  $0.00
@ Help

# Accounts: Number of accounts in the linked account group, including the driver account.

Link Driver Account Number: Account number for the main account in the linked accounts group. In the
data grid, a Flag icon signifies the driver account and a Chain Link icon signifies a linked account.

Link Driver File ID: Unique number the system assigned to the link driver account to identify it.
Link ID: Unique number that identifies the linked account group.

Client: Name of the client on the account.

(File #) Account: Account number that the client assigned to the account.
Status: Status of the linked account.

Received: Date your organization received the account.

Last Charge: Amount the client last charged the account.

Balance: Account balance.

Charge Off: Date the client charged off the account.

Placed: Amount on the account that the client placed with an outside agency.
Interest: Interest on the account.

Paid: Amount paid on the account.

Last Pay: Last payment date.

Amount of Postdates: Post-dated check and promise amount.

Next: Next payment date.

Account Links

Account Links

Linked accounts are separate accounts that your organization holds for the same responsible party. Link
Console links accounts for the same party automatically based on criteria that your organization
configured in Link Console. The Manage Links feature in Latitude allows you to add and remove links
manually. You can link an account to an existing party on another account, create a party to link to, and
remove account links. Latitude considers all parties in the link group to be the same person.
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Data merge
When you link parties, Latitude merges the following data:
e Address records
e Email address records
e Care and financial hardship records (uses the data changed most recently as the current data)
e Income and expenditure records (uses the data changed most recently as the current data)

e Complaint records (uses the data changed more recently as the current data)

Add a Link to an Account

Use the Manage Links dialog box to link a party to the account displayed in the Work Form. You can link
to an existing party or create a party to link to. You must have the Allow Manual Linking/Unlinking
Permission.

To add a link to an account
1. Inthe Account toolbar, click Linking.

Manage Links

Add a link with someaonea on another Accou Z::-.:

Remove the Links with other people

Close @ Help

2. Click Add a link with someone on another account.

Manage Links

Add a link with someone on another Account{s)

Remove the Links with other people

Account Search: Q
Add a link with: —- Select One ---
Close @ Help
3. In the Account Search box, type the file number to search for and then click the Search icon. If

an account matches the specified file number, Latitude populates the list box with the parties associated
to the matching account.

4, Do one of the following:
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e Tolink to a party displayed in the Add a link with list box, click the party's name and
then click Save. One of the following occurs:

o If a party that you are linking has an active arrangement, a message displays
indicating that you cannot create a link. Click Close.

o Ifanaccountin a linked group has a court case, a message displays indicating
that you cannot create a link. Click Close.

o If the party that you selected to link to is linked to other parties, a message
displays asking whether you want to link all the parties. To link all the parties,
click OK. Latitude links the parties and merges certain data. To close the dialog
box without linking the parties, click Cancel.

o If no messages display, Latitude links the parties and merges certain data.

e To create a party to link to, in the Add a link with list box click None (create a record)
and then click Save. Latitude creates a party with the same name as the account
displayed in the Work Form and links to that party. Latitude merges certain data with
the new party. Use the Customers panel to update other data for the party as
necessary. For more information, see Customers.

I Note: For more information about what data Latitude merges, see Account Links.

Remove all Links to an Account

Use the Manage Links dialog box to remove all links to the account displayed in the Work Form. You
must have the Allow Manual Linking/Unlinking Permission.

To remove all links to an account
1. Inthe Account toolbar, click Linking.

Manage Links

Closa @ Help

2. Click Remove the links with other people. The Copy Person-centric Data check box appears.
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Manage Links

. Remove the Links with other people

Save Close © Help

3. To copy the person's address; email; care and financial hardship data; income and expenditure
data; and complaints data to a new joined customer ID, select the Copy Person-centric Data
check box.

4. Click Save. Latitude removes the account from the link group.
I Notes: I

e If the party displayed in the Work Form is a member of an active arrangement, a
message displays indicating that you cannot remove the link. Click OK.

e Ifan account in the linked group has a court case, a message displays in the status bar
indicating that you cannot remove the link.

Account Reminders

Account Reminders

You can set a reminder for an account so that a user can carry out a specific action at a specific date and
time. For example, you can set a reminder to have a user call an account at a certain time of day.
Reminders appear for the desk associated to the account for which you set the reminder. If an account
moves to another desk, the reminders stay with the account. Reminders continue to appear for the desk
until you dismiss them.

Set a Timed Reminder

Use the Set Timed Reminder dialog box to set a reminder for an account associated to your desk and
have the reminder appear at a specific date and time. You cannot set a reminder for a date and time in
the past, a date that exceeds the maximum reminder days allowed for the desk, or for a closed account.
For more information, see Add a Desk. If you have the Set Reminders for Others Permission, you can set
reminders for accounts associated to other desks.

To set a timed reminder

1. Inthe Account toolbar, click Reminder.
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Set Timed Reminder

Date: | 12/21/201¢ =} - December 2016 >
Time: | 9:43a a = Mon  Tue Wed  Thu Fri sat
1 2 3
Desk ADMI DESK
Contact History 4 3 : i g ’ 1o
Time Worked Contacted
11 12 13 14 15 16 17
18 19 20 21 22 23 24
_ -
25 26 27 28 29 30 31
Save Cancel @ Help

Date: Date for the reminder to appear.
Time: Time for the reminder to appear.
Desk: Desk for the reminder to appear.
Contact History: Time of day and the number of times a user worked or contacted the account.

Calendar: Shows the current day (shaded yellow) and days that have reminders set (blue box with
the number of reminders).

2. To set areminder, do the following:

a. In the Date box, type or select the date for the reminder to appear.
b. In the Time box, type or select the time for the reminder to appear.
C. In the Desk list box, click a desk and then click Save. The system closes the Set Timed Reminder

dialog box and increases the Reminders counter in the Status bar by 1.
I Notes: I

e The system assigns the account to queue level 000, which doesn't allow the account to
queue up for work until you dismiss the reminder. We recommend that you dismiss
reminders in a timely manner to minimize the effect on the work queue. For more
information, see Queue Level Codes for queue level 000.

e You cannot set a reminder on a closed account. The Save button is either not available
or the system displays an error message when you click it.

3. To view details for an existing reminder, in the calendar, click the date that has a reminder set.
The reminders for that date appear in the data grid beneath the calendar.
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- December 2016 [
Sun Mon Tue Wed Thu Fri Sat
1 2 3
4 5 L+ 7 8 2] 1y
11 12 13 14 15 16 17
18 19 20 21 22 23 24
25 26 27 28 29 30 31
Date AM  Count Diate PM  Count
12/21/16 8 2 12/21/16 9 1

12/21/16 11 1
Date: Date for the reminders to appear.

AM/PM: Time of day for the reminders to appear.

Count: Number of reminders set for the date and time of day.

View Timed Reminders

Use the Reminders dialog box to view timed reminders for accounts associated to the desk that you are
working. A notification appears in the Status bar that indicates the number of reminders that exist for
the desk.

To view timed reminders

1. Check the Status bar for reminders. The following example shows that the desk has two
reminders.

|DB Server Mame: Maltla\faSystest| Database: Collect?_DDD| Previous Login: Jun 8, 2016 10:49:54 am| Time on Account: 00:00:03 | Reminders: 2 ||

2. In the Status bar, click Reminders.

Reminders

File Number Name Client Balance Due Actions

105 Wiesen, Roy CUSTOMER ONE | 1307.21 1/8/16 7:24 am Dizmiss Decchedule
1003 Severing, Eva M CUSTOMER OME | 7960.47  1/8/167:253m | pismiss | Reschedue

i Dismiss All Clase @ Help

File Number: Unique code that the system assigned to identify the account.
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Name: Name of the customer associated to the account.

Client: Name of the client who holds the account.

Balance: Balance due on the account.

Due: Date and time the reminder is due. Reminders display in date and time order.

3. To display an account in the Work Form, in the File Number column, click the file number. The
Reminders dialog box closes and the account appears in the Work Form.

Note: The reminder continues to appear for the desk until you dismiss it. For more information,
see Reschedule or Dismiss a Timed Reminder.

Reschedule or Dismiss a Timed Reminder

Use the Reminders dialog box to reschedule a reminder so that it reappears later or dismiss a reminder
so that it doesn't reappear again. Reminders continue to appear periodically until you reschedule or
dismiss them. We recommend that you dismiss reminders in a timely manner to minimize the effect on
the work queue. For more information, see Queue Level Codes for queue level 000.

To reschedule or dismiss a timed reminder

1. If areminder exists for an account associated to the desk that you are working and the
scheduled date and time have passed, the Reminders dialog box appears.

Reminders

File Number Name Client Balance Due Actions

1005 Wiesen, Roy CUSTOMER ONE | 1307.21 1/8/16 7:24 am Dismiss Becchedule
1003 Severing, Eva M CLISTOMER OME 796047 1/8/16 7:25 am Chsmiss Beschedule

| Dismissall | Close @ Help

2. Todisplay an account in the Work Form, click the account number. The Reminders dialog box
closes.

3. To reschedule a reminder, do the following:
a. Click Reschedule. The Set Timed Reminder dialog box appears.

b. Modify the information and then click Save. For more information, see Set a Timed Reminder.

4. To dismiss a reminder, do one of the following:
e To dismiss a single reminder, click Dismiss.
e To dismiss all of the reminders, click Dismiss All.

The system reassigns the account to the queue level that applies based on account activity or
condition.
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5. To close the dialog box without rescheduling or dismissing the reminder, click Close. The
Reminders dialog box reappears periodically until you reschedule or dismiss the reminder.
Set an Account Follow-up Date

Use the Set Account Follow-up Date dialog box to set a follow-up date on an account. The account
appears in the Work Form on the specified day when you attempt to move to the next account when
working a queue. You cannot set a follow-up for a date in the past, or a date that exceeds the maximum
follow-up days allowed for the desk. For more information, see Add a Desk. To set a follow-up date, you
must have the Set Follow-up Date Permission.

To set an account follow-up date
1. Inthe Account toolbar, click Follow-up.

Set Account Follow-up Date

ow-up dats 12/71/201 ,-ui e
Jays f toscdan, r ] 4 5 ' 14 21 il
=L e » ArmyOime Aftermoon
MoaTng Evening
Sawe Cancel @ Help

Follow-up Date: Date to follow up on the account.
Tomorrow: Sets the account to appear in the Work Form tomorrow.

Days from Today: Sets the account to appear in the Work Form a specific number of days from
the current date.

Follow-up Time: If selected, sets the account to appear in the Work Form at a specific time of
day.

2. Complete the information and then click Save.

Queue and Desk Assignments

Queue and Desk Assignments

You can change the work queue and desk assignments for the account displayed in the Work Form.

Assign an Account to a Queue

Use the Assign Queue dialog box to assign an account for which you need assistance to a Clerical or
Supervisor queue.

To assign an account to a queue

1. Inthe Account toolbar, click Assign Queue.
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Assignh Queue
Quaue Code: | ruztam [=1
Queue Code Queus Hame Quete Type
425 Custam Custom
F00 Supervisor Supervisor
623 Clarical Clerical
Comments:
A
Coflector Desk Queue: 7] Continue te work in collector queue
Due Date {Optional): 7] This request has a dus date

Thu Jun 06 2013 10:23:10 GM | B

EcaaEs | Cancel @ Help
et e i)

To display queues for a specific queue type only, in the Queue Code list box, click the queue.
In the data grid, click the queue to which to assign the account.

In the Comments box, type a comment regarding what assistance the user needs on the
account.

To continue to work the account in the Collector queue, select Continue to Work in Collector
Queue. If this check box is cleared, the account doesn't appear in the Collector queue until it's
released from the Supervisor or Clerical queue.

If you want the request completed by a specific date, select This Request has a Due Date and
then type or select the due date from the calendar. You cannot select a date and time in the
past.

Click Save. If the account has a queue assighment already, the system displays a message. Assign
the account to a different queue.

Change a Desk Assignment

Use the Change Account Desk dialog box to assign an account to another desk. The desks that are
available to you include your desk and your supervisor's desk. If you don't have Change Desk Permission,
the Branch & Desk menu is not available.

Desks that the system excludes from the list include:

Desks assigned to the account.
Desks that you don't have permission to which to assign accounts.
Desks that are duplicates (for example, your desk is the same as the team supervisor desk).

Desks not assigned to an active user, such as vacant desks.

To change a desk assignment
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1. Inthe Account toolbar, click Branch & Desk and then click Choose Desk.

Change Account Desk

Desk Description
0000000 ADMT 1 DESK
(] COLLECTOR 1 DESK
DESKI DESK MOVER 1
DESKZ DESK MOVER 2
DIALERAFFD DIALER AFFEND DESK
DIALERMERG DIALER MERGE DESK
DIALERNEW DIALER NEW DESK
EQUIFAX EQUIFAX
EXCHDESK EXCHANGE DESK
EXPERIAN EXFERIAN
FEE FEE DESK
1 Tel 0T IO AT &5TS
h.mJ Cancel @ Help
2. Click the desk and then click Save.
I Tip: You can also select a desk from the "quick-pick" list in the Branch & Desk menu. I
Statuses
Statuses

You can change the status of the account displayed in the Work Form. The status indicates the state of
an account. An account status changes based on system activities or when you choose to change it. Only
the status codes for which you have permissions are available to you. You can:

e Select a status from the Status menu.

e Open the Change Account Status dialog box and select a status.

e Specify the statuses to include in the Status menu.

I Note: Codes in blue signify an open status and codes in red signify a closed status. I

Select a Quick-pick Account Status

Use the Status menu to select an account status from the "quick-pick" list of statuses. You must have
the Change Status Permission. For information about maintaining the "quick-pick" list, see Maintain the
Quick-pick Account Status List.

To select a quick-pick account status
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e Inthe Account toolbar, click Status and then click a status option (for example, HOT.) The
system changes the account status to the selected status.

&

= AIM Place

A& Warnings

Q. Choose Status
ACTIVE ACCOUNT ==

CT3T0 new status ==

¥ rosT naTED CREDIT CARD ==
18 rost pateD cHECK *+

Select Other

Change an Account Status

Use the Change Account Status dialog box to change the status of an account. The system only displays
the status codes for which you have permissions. For more information, see Change Status Permission.

To change an account status

1. Inthe Account toolbar, click Status and then click Choose Status.

Change Account Status

HEBEEEREE

(=]
o
~

Description

ACTIVE ACCOUNT ™=

ALL EFFORTS EXHAUSTED

ATTORMNEY REFRESENTED QN ACCT

CHAFTER. 7 BANERUFTCY ™™

CHAFTER 11 BANKRUFTCY

CHAFTER 13 BANKRUFTCY ™~

BANKRLUPTCY PENDING ==

CONSUMER CREDIT COUNSELING

CLOSED CLIENT REQUEST

CEASE AND DESIST

| Bme | Cancel @ Halp

2. Click the status to assign to the account and then click Save.

Note: If the account is linked to another account (and this feature is available to you), the
Select Accounts dialog box appears. Do the steps to Select Accounts.
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Select Accounts

Use the Select Accounts dialog box to select multiple linked accounts for which to change the account
status or request a letter, depending on which task you are performing. This dialog box displays for
linked accounts.

To select accounts
1. Do one of the following:

e Change an Account Status

e Request a Letter

The Select Accounts dialog box appears.

Select Accounts
Has Active
+ File# Account Status Bala Arrang 7  Client Patient Name Date of Service Contract Date  Chargeoff Date
& 1005 7738201009121 D s150.00 0000001 5/13/09 1311
¥ 1206 TTIB20665544 & ss0.00 0000002 5/19/09

Save Close @ Help

Note: If closed accounts are excluded from the list, a check mark in a red box appears (as
shown in the example). If closed accounts are included in the list, an X in a blue box appears.

2. Do one of the following:

e Toinclude closed accounts in the list, click the check mark in the red box. An X in a blue
box appears in place of the check mark.

e To remove closed accounts from the list, click the X in the blue box. A check mark in a
red box appears in place of the X.

3. To select the accounts for which to change the status or request a letter, do one of the
following:

e Toinclude all the linked accounts, select the check box next to Select/Deselect All in the
column heading.

e To exclude all the linked accounts (except the account you are working), clear the check
box next to Select/Deselect All in the column heading.

e Toinclude an individual linked account, select the corresponding check box.
e To exclude an individual linked account, clear the corresponding check box.
4. To specify advanced options, do the following:

a. Click Advanced. The advanced options appear.

= &dwanced

Client: - Patient: - Service Date: 5}

Apply Clear
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b. To include accounts for a specific client, in the Client list box, click the client name.

c. Toinclude accounts for a specific medical patient, in the Patient list box, click the
patient name.

d. Toinclude accounts for a specific date that the patient received medical care, in the
Service Date list box, click the service date.

e. Click Apply.

5. Click Save. If you are changing the status and the selected accounts have an active payment
arrangement, a confirmation dialog box appears. Click OK.

The system either changes the status of the specified accounts or requests a letter for the
specified accounts, depending on what action lead you to this dialog box.
Maintain the Quick-pick Account Status List

Use the Change Quick Status Choices dialog box to maintain the "quick-pick" list of statuses that display
in the Status menu.

To maintain the quick-pick account status list
1. Inthe Account toolbar, click Status and then click Select Other.

Change Quick Status Choices

Quick Stztus lem 1 DSF - DEETOR DISPUTES.., x
Quick 5tatus Jem 2 BO7 - CHAPTER 7 BANKR... x |
L o ATY - ATTORNEY REFRE... . x

Quick Status tem 4

Bl3 - CHAFTER 13 BANK.. x |7

Quick Status [kem 5 5

Quick Status em & =

Quick Status em 7 ¥

Quick Status Tem & 3
m% Cancel @ Help

2. In the Quick Status Item list boxes, click a status to include in the Status menu and then click
Save. You can specify up to eight statuses to display in the Status menu.
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Standard Status Codes

The following table lists standard status codes and their description. Your organization may have defined
more status codes. You can only use the status codes for which you have the Change Status Permission.

*Indicates system-utilized status codes.

Code Description Type Return Days
ACT* Active Accounts Active 0
AEX All Efforts Exhausted Closed 30
ATY Attorney Represented on Account Closed 0
BO7* Chapter 7 Bankruptcy Closed 0
B13* Chapter 13 Bankruptcy Closed 0
BKY* Bankruptcy Closed 0
CCC Consumer Credit Counsel Active 0
CCR Closed Client Request Closed 0
CND Cease and Desist Active 0
DEC Customer is Deceased Closed 0
DIP Customer in Prison Closed 0
DSP Customer Disputes Balance Active 0
DUP Duplicate Active 0
HLD Client put on Hold Active 0
HOT Special Interest Active 0
LET Special Letter Series Active 0
LOP Letter of Protection Active 0
NEW*  |New Business Active 0
NPC* No More Postdated Checks Active 0
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Code Description Type Return Days
NSF* Bounced Check Outstanding Active 0
PCC* Pending Credit Card payments Active 0
PDC* Postdated Check Active 0
PIE Placed in Error Closed 0
PIF* Account Paid in Full Closed 30
PND Pending Active 0
PPA* Partial Payment Arrangement Active 0
PPI Partial Payment Inactive Active 0
RCL Recalled by Client Closed 0
SIF* Account is Settled in Full Closed 30
SKP Skip Account Closed 30

Processes and Stages

Processes and Stages

You can start an account in the first stage in a process and move the account to the next or previous
stage in a process. You can also view the processes and stages available to you based on your

permissions.

Manual Process Stages

Start an Account in a Process

Use the Start option in the Processes menu to start an account in the first stage of a process. You can
only start an account in the first stage that your organization set up for the process. However, you can
move the account to subsequent stages within the process after you start the process.

To start an account in a process
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In the Account toolbar, click Processes > Start > [process name]. The anchor card for the
selected process appears in the Account Information panel. The following example shows that
the account is in the Confirmation stage of the Dispute process. It also shows that the process

has two stages and that the account is in the first stage.




Latitude Printable Help for Users

Dispute

1/ 2 - Confirmation

Move an Account to the Next Process Stage

Use the Current option in the Processes menu to move an account to the next stage of a process. You
cannot select a specific stage to which to move the account. However, you can continue moving the
account to subsequent stages within the process until you get to the stage you want.

To move an account to the next process stage

e Inthe Account toolbar, click Processes > Current > [process name - stage name] > Next. The
system updates the anchor card in the Account Information panel to reflect the current stage.
The following example shows that the account is in the Rejected stage of the Dispute process. It
also shows that the process has two stages and that the account is in the second stage.

Dispute

2 [ 2 - Rejected

Move an Account to the Previous Process Stage

Use the Current option in the Processes menu to move an account to the previous stage of a process.
You cannot select a specific stage to which to move the account. However, you can continue moving the

account to previous stages within the process until you get to the stage you want.

To move an account to the previous process stage

¢ Inthe Account toolbar, click Processes > Current > [process name - stage name] > Previous. The
system updates the anchor card in the Account Information panel to reflect the current stage.
The following example shows that the account is in the Confirmation stage of the Dispute
process. It also shows that the process has two stages and that the account is in the first stage.
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Dispute

1/ 2 - Confirmation

View the Available Processes and Stages for an Account

Use the Available option in the Processes menu to view the processes and stages that are available to
you based on your permissions.

To view the available processes and stages for an account

e Inthe Account toolbar, click Processes > Available > [process name]. A list of available stages
for the selected process appears. The following example shows that the Bankruptcy and Dispute
processes are available for the account, and the Dispute process has two stages: Confirmation
and Rejected.

| o | = AlM Place | & Warnings | X Cloge |

Current
E tart il Dispute

1 - Confirmation
2 - Rejected

Ar n-llr:m. (=i LN
Amount of Postdates:

Placements and Recalls

Placements and Recalls

You can flag accounts for placement with or recall from outside collection agencies or attorneys. When a
user generates placement and recall files using the AIM program, the system includes the accounts that
the system flagged for placement or recall in the corresponding files. The system sends the files to the
appropriate agencies or attorneys for processing. For more information about AlM, see the AIM
documentation. You must have the AIM Place/Recall Functionality Permission to place and recall
accounts from within Collector.

The following menu states are available based on the status of the placement or recall.

e If the AIM Place menu option is visible and available, an outside agency or attorney doesn't hold
the account currently.

e If the AIM Place menu option is visible but not available, the account is pending placement with
an outside agency or attorney.

e If the AIM Recall menu option is visible and available, the account is available for recall from an
outside agency or attorney.
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e If the AIM Recall menu option is visible but not available, the account is pending recall from an
outside agency or attorney. A pending recall occurs when a user recalls an account manually or
when the automatic recall date has passed.

Place an Account With an Agency or Attorney

Use the AIM Placement dialog box to flag an account for placement with an outside collection agency or
attorney.

I Notes: I

e If the AIM Place menu option is visible and available, an outside agency or attorney doesn't
hold the account currently.

e If the AIM Place menu option is visible but not available, the account is pending placement
with an outside agency or attorney.

To place an account with an agency or attorney

1. Inthe Account toolbar, click AIM Place.

AIM Placement

Which Agency/Attarnay woauld you like ba move the =
sglectad acopunt(s) to?
@ oo - 2250 =

Fee Schedule

e Z0.00000

Commission Percentage

Change Dask After [=

Flacement

|- Auto Recall

Fanding Recall in Days 071742013 B

Finat Recall After Fending | 071772013 e

in Darys

Change Dask After Auto E

Recall

Cancel 1 Help

Which Agency/Attorney...: Agency or attorney to place the account with.
Fee Schedule: If selected, specify the fee schedule to use when applying commissions.

Commission Percentage: If selected, specify the commission percentage to use when applying
commissions.

Change Desk After Placement: Desk to assign to the account after it's placed with the agency or
attorney. If you don't want to change the desk assignment, leave this list box blank.
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Auto Recall: If selected, the system generates pending and final recall files automatically. If
cleared and you want to recall the account, do the steps to Recall an Account From an Agency or
Attorney to recall the account manually.

Pending Recall in Days: Date to generate the pending recall file automatically. When you
specify a date, the system calculates the number of days between the current date and the
pending recall date.

Final Recall After Pending in Days: Date to generate the final recall file automatically.
When you specify a date, the system calculates the number of days between the pending
and final recall dates.

Change Desk After Auto Recall: Desk to assign to the account after it's recalled
automatically from the agency or attorney.

2. Complete the information and then click OK. The AIM Place menu option becomes unavailable
to indicate that the account placement is pending. When a user generates placement files for
the agency or attorney using the AIM program, AIM includes the account in the file. Latitude
then displays the AIM Card.

Recall an Account From an Agency or Attorney

Use the AIM Recall dialog box to flag for recall an account that your organization placed with an outside
collection agency or attorney. If the system already flagged the account for automatic recall, doing this
step isn't necessary.

I Notes: I

e If the AIM Recall menu option is visible and available, the account is available for recall from
an outside agency or attorney.

e If the AIM Recall menu option is visible but not available, the account is pending recall from an
outside agency or attorney. A pending recall occurs when a user recalls an account manually
or when the automatic recall date has passed.

To recall an account from an agency or attorney

1. Inthe Account toolbar, click AIM Recall.

AIM Recall
Recall Reason |T
Move to Desk |T

Cancel © Help

Recall Reason: Reason that you are recalling the account from the outside collection agency or
attorney.

Move to Desk: Desk to assign to the account when the system generates the recall file. If you
don't want to change the desk assignment, leave this list box blank.
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2. Complete the information and then click OK. The AIM Recall menu option becomes unavailable
to indicate that the account recall is pending. When a user generates recall files for the agency
or attorney using the AIM program, AIM includes the account in the file. Latitude removes the
AIM Card.

Manage Interest

Use the Manage Interest dialog box to start or stop client-level interest for the account displayed in the
Work Form. You must have the Allow Start/Stop Interest Permission and your organization must have
configured interest at the client level. For more information, see Client Interest.

To manage interest

1. Inthe Account toolbar, click Interest.

Manage Interest

Current Rate

Interest Status O nin

Effective Date

Close 8 Help

Current Rate: Current interest rate. If you set a rate at the account level, the system displays that
rate. If you didn't set a rate at the account level, the system displays the customer rate unless one
doesn't exist. If no rate exists, this box displays "0%".

Interest Status: Indicates whether the account-level interest has started or stopped. If you didn't
set a rate at the account level, this box displays "N/A".

Effective Date: Date the interest rate took effect. If no rate exists, this box is blank.
2. Do one of the following:
e To start client-level interest on the account, click Start.

e To stop client-level interest on the account, click Stop.

Collection Holds

Collection Holds

You can place collection holds at the account level or customer level to suspend outbound collection
activity for a specific number of days. Holds do not prevent inbound activity. Holds don't suspend
communication templates that your organization flagged to ignore holds.

Account-level hold

An account-level hold suspends activity for all parties on a specific account Collection activity continues
on other accounts for which the parties are responsible. An account-level hold:

e Suspends outbound collection activity on the account.
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e Suspends outbound letters, email messages, and SMS communications to parties on the
account.

e Excludes the account from dialer campaigns. Users can still click to dial calls and dial calls
manually.

e Excludes the account from work queues.

e Suspends interest accrual for the account.

Customer-level hold

A customer-level hold suspends activity for a specific party on the specific account only. Collection
activity continues for other parties on the account. Collection activity also continues on other accounts
for which the party is responsible. A customer-level hold:

e Suspends outbound collection activity on the account for the specific party.
e Suspends outbound letters, email messages, and SMS communications to the specific party on
the account.
Place an Account-Level Hold

Use the Manage Holds dialog box to place a collection hold at the account-level. You must have the
Allow Creation of Holds Permission.

To place an account-level hold
1. Inthe Account toolbar, click Holds.
2. Inthe Options list box, click Account.

Manage Holds

Jprions Account
Hold Days:
Reason:

Flace Account Hold Close & Help
Hold Days: Number of days to place the account on hold.
Reason: Reason for placing an account-level hold on the account.

3. Complete the information and then click Place Account Hold. The system displays a message on
the Account Status Card to indicate an account hold.

Place a Customer-Level Hold

Use the Manage Holds dialog box to place a collection hold at the customer-level. You must have the
Allow Creation of Holds Permission.

To place a customer-level hold
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1. Inthe Account toolbar, click Holds.

2. Inthe Options list box, click Customer.

Manage Holds

Hald Days

Reason

Flace Customer Hold Close @ Help

Hold Days: Number of days to place the account on hold.
Reason: Reason for placing a customer-level hold on the account.

3. Complete the information and then click Place Customer Hold. The system displays a message
on the Account Navigator card to indicate a collection hold.

Remove an Account-Level Hold

Use the Manage Holds dialog box to remove an account-level collection hold. Latitude removes holds
automatically on the expiration date. You must have the Allow Creation of Holds Permission.

To remove an account-level hold
1. Inthe Account toolbar, click Holds.
2. Inthe Options list box, click Account.

Manage Holds

Oplions: Acoount
Expiration Date: B/14/14
Reason: test

. Remove Account Hold | Close @ Help

3. Click Remove Account Hold.

Remove a Customer-Level Hold

Use the Manage Holds dialog box to remove a customer-level collection hold. Latitude removes holds
automatically on the expiration date. You must have the Allow Creation of Holds Permission.

To remove a customer-level hold
1. Inthe Account toolbar, click Holds.

2. Inthe Options list box, click Customer.
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Manage Holds

Options: Contact
Expiration Dake: 9414
Reasan: Test

Remave Contact Hold | Closa @ Help

;{.:wv\."ﬁxxLVJ?A\;IHE%‘QﬁHp;VA;H}ImJ

3. Click Remove Customer Hold.

Task Panels

Task Panels

The Task panels allow you to maintain information for the account displayed in the Work Form. This
section contains a Task Panel navigation tree, which allows you to open the panels. The panels available
to you are based on how your organization configured the Task Panels Permission.

Arrangements

Arrangements

Use the Arrangements panel to create proposed payment arrangements and convert them to scheduled
arrangements for the account displayed in the Work Form and any selected joined accounts. Parties
only need one arrangement to cover their total liability (their joint accounts plus any individual accounts
with the same client) regardless of the number of accounts. Any party on a joint account can arrange to
pay the joint balance in full. The system reflects payments applied to a joined account on the balance of
the linked parties' total liability.

Joined accounts

You can pursue each party on a joined account individually as all parties are responsible for the debt.
The parties appear in dialing campaigns, letter campaigns, and work queues as if they had separate
debts. For example, party A has joint responsibility for a debt and has an individual account. When you
contact party B about the joint account, the system doesn't include the individual account for party A as
part of the balance that party B owes.

A party on a joint account can offer payment to cover the liability for all parties on the account. You
remove the other parties' liability to pay (but not their responsibility). If one party claims liability, you
cannot contact the other parties for payment unless the primary party defaults on the arrangement. For
example, if party A takes sole liability for the joint account with party B, you cannot contact party B
about the joint account. You can, however, contact party B about other individual accounts that belong
to party B. If party A's arrangement fails, you reinstate liability and pursue party B. Don't apply payments
to the joint account that you receive from a party relieved of their joint liability unless:

e The party relieved of liability doesn't have a sole liability account to apply the payment.

e The party solely responsible for the joint account specifically requests that you apply the
payment to the joint account.
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e The party relieved of liability requests that you reinstate the liability.

You can create a single arrangement to cover the joint account and any individual accounts a party
owns. The system splits the payments across the joint and individual debts as follows:

e If no parties on the joint account assume sole liability, each party's contribution to the joint
account (from their individual arrangement) reduces the joint liability. For example, party A
arranges to pay $100 per month and the system allocates $20 of that amount to the joint
account. Party B arranges to pay $50 per month and the system allocates $10 of that amount to
the joint account. The balance on the joint account decreases by $30.

e If a party on the joint account assumes sole liability, the other parties' arrangement covers their
individual accounts only unless one of the other parties indicates otherwise. For example, party
A assumes liability and arranges to pay $100 per month. The system allocates $20 of that
amount to the joint account. Party B arranges to pay $50 per month and the system allocates
nothing to the joint account except at the request of party B.

SIF arrangements

Custodian determines whether a customer fulfilled a Settled in Full (SIF) arrangement when the SIF
arrangement doesn't use a credit card or ACH payment method. If the customer fulfilled the SIF
arrangement, Custodian changes the account status to SIF and closes the account.

Propose a Payment Arrangement

Use the Payment Negotiator card in the Arrangements panel of the Work Form to propose a credit
card, ACH, paper draft, or promise payment arrangement for an account. You can schedule payments
for the current date or future dates only.

If your organization configured the Allow Overpayments permission to allow overpayment
arrangements, you can create a single payment arrangement for an amount that exceeds the account
balance but doesn't exceed the maximum overpayment amount allowed.

To propose a payment arrangement

1. Inthe Task Panel navigation tree, click Arrangements.
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Joined Accounts  of Tewl Payment Negotiator

Select/Decelect All Active

# [1205) 20099888777 NEW
(1003) 20032419801 NEW

Methad:

Start Date:

Amount: £ 35 oN

First Amount §

Fraquency Maonthby Day 9
Surcharge Amount 20.00
# Payments Wil be caloulated L
Total: £250
Surcharge Tota Will be calculated

Negobated £250.00

Mode OFF

PTGPGSE o @ Help

Joined Accounts card

If the account displayed in the Work Form currently is a joined account, the system
displays the Joined Accounts card. If the account is not a joined account, the system hides
this card. By default, the system selects the check box next to the account displayed in the
Work Form currently and includes it first in the list. Then, the system lists all other
accounts associated to the customer displayed in the Work Form currently. If there are
closed accounts in the list, they appear in red.

Total: Refreshes the data in the Joined Accounts card.
Select/Deselect All Active: Selects or clears the check boxes next to each account.

[Include Account]: If selected, the system includes the account in the arrangement and in
the total account balance.

Payment Negotiator card

Method: Method to use to process the payments. You can select an existing payment
method or click the plus sign (+) to add one. If you select "Promise," specify the payment
type the party promises to use to pay. The system doesn't display expired credit cards in
this list box.

Start Date: Due date for the first payment in the arrangement.

Amount: Amount of each payment. This amount defaults to a single payment for the total
amount due on the account, excluding surcharges. If you set the indicator to "ON," specify
the amount of each payment. If you set the indicator to "OFF," the system calculates the

payment amount based on the account balance and number of payments specified, if any.
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First Amount: Down payment amount. Specify an amount here when the customer wants
to pay an amount on the first payment that differs from the remaining payments. For
example, the customer wants to pay $300 down and $200 per month for the remaining
balance.

Frequency: How often a payment is due on the account. If you select "Monthly," specify
the day of the month the payment is due (for example, the fifth day of the month). If you
select "Monthly Pick," specify the time of the month payment is due. For example, the first
Friday of the month. If you select "Four Weekly," the frequency is one payment every four
weeks. If you select "Daily," the system still skips weekends and holidays.

Surcharge Amount: Amount to include as a surcharge for each payment in the
arrangement. If you have the appropriate permissions, an "ON" indicator appears. To
remove the surcharge, set the indicator to "OFF." The system removes the surcharge
amount. For more information about surcharges, see Surcharge Rules.

# Payments: Number of payments in the arrangement. If you set the indicator to "ON,"
specify the number of payments. If you set the indicator to "OFF," the system calculates
the number of payments based on the account balance and payment amount.

Total: Total scheduled amount for all the payments in the arrangement, excluding
surcharges. If you set the indicator to "ON," specify the total payment amount. If you set
the indicator to "OFF," the system calculates the total payment amount based on the
account balance, number of payments, and interest accrual amount.

Surcharge Total: Total surcharge amount for all the payments in the arrangement. If you
specify the number of payments, the system calculates and displays the surcharge amount
immediately. Otherwise, the system calculates it after you propose the arrangement.

Gross Total: Total payment amount, including surcharges.

Negotiated: Total payment amount negotiated, excluding any surcharges. The system
calculates this amount. This box displays when the Is Settlement check box is cleared.

Overpay Mode: If you set the indicator to "ON," the system allows you to create a single
payment arrangement for an amount that exceeds the account balance but doesn't exceed
the maximum overpayment amount allowed. If you set the indicator to "OFF," the system
doesn't limit the payment arrangement to a single payment only. For more information
about creating an overpayment arrangement, see Create a Payment Arrangement for an
Overpayment.

Is Settlement: If selected, this payment arrangement settles the account in full, regardless
of the account balance. If there is an existing scheduled payment ready to process in the
Scheduled Payments card or your organization doesn't allow SIF arrangements, the system
hides this check box. You cannot schedule a SIF arrangement until you process the
scheduled payment.

Minimum: Percent of the account balance to pay. This box displays when the Is Settlement
check box is selected. If you specify a percent, the system calculates the settlement
amount. If the amount is below the minimum settlement amount allowed, the system
places the arrangement on hold and displays a message indicating the settlement amount
requires approval.
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[Amount]: Amount of the account balance to pay. This box displays when the Is
Settlement check box is selected. If you specify an amount, the system calculates the
settlement percent.

Bank Account #: Eight-digit number that identifies the bank account from which to draw a
Direct Debit payment. The system displays this box when the payment method is "Direct

Debit."

Bank Sort: Six-digit sort code used to validate the bank account number. The system
displays this box when the payment method is "Direct Debit."

2. Do one of the following:

To create an
arrangement
for...

Do the following...

One or more
accounts
where the
payment
doesn't
exceed the
account
balance...

In the Payment Negotiator card, complete the arrangement information and then click
Propose.

One or more
joined
accounts
where the
payment
exceeds the
account
balance...

a. Inthe Payment Negotiator card, set the Overpay Mode to "On."

Joined Accounts 2 Teal Payment Negotiator
Select/Deselect All Active Mathod: -
w (1205) 30099888777 NEW 200 |
Start Date: 10/8/2019
w (1003) 30032419801 NEW  7560.47
Freguency: Maonthhy Day @
Total Payment:
Surcharge Amount £0.00
¥ Calculate Total:
Total: £400.00

Surcharge Total Will be calculated

Gross Total Wil be calculated

Negoliated: £400.00
Owerpay Mode: ON
F Ma | Propose | @ Help
\iiealiie iy

b. Inthe Joined Accounts card, do the following:

e Toinclude a joined account in the arrangement, select the check box next
to the account number.

124




Latitude Printable Help for Users

To create an

arrangement | Do the following...
for...
e Inthe [Amount] box for each selected account, type the payment amount
to arrange for that account.
e Click Calculate Total. The system displays the total payment amount for
all selected accounts in the Total Payment box.
c. Inthe Payment Negotiator card, specify the arrangement method; start date; and
frequency, and then click Propose.
Note: If the amount in the Total Payment box exceeds the overpayment amount
allowed, an error message displays. In the Joined Accounts card, change the
payment amount for one or more accounts so that the total payment amount
doesn't exceed the overpayment limit and then click Propose.
a. Inthe Payment Negotiator card, set the Overpay Mode to "On."
Payment Negotiator
Method -
Start Date: 1049/2019
Armiount: g 3 anN
Frequency Monthiy Day 9
Asingle Surcharge Amount $0.00
non-joined Total:
account
where the Surcharge Tota will be calculated
payment :
exceeds the Gross Total will be calculated
account Neaotiated R
balance...
Owerpay Mode: O

MBS © Hep

b. Specify the method; start date; amount; and frequency, and then click Propose.

message displays. Change the payment amount to an amount that doesn't exceed

Note: If the payment amount exceeds the overpayment amount allowed, an error
the overpayment limit and then click Propose.

The payment arrangement appears in the Scheduled Payments card.
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3.

Scheduled Payments: $400.00 Total Surcharges: $0.00

Hold? Date Surcharge Amount Total Method Payer Status
& Nov 2, 2016 50.00 5100.00 S100.00 Promise - CASH Roy Wiesen  Proposed
5 Dec 2, 2006 $0.00 S100.00 $100.00 Promise - CASH Roy Wiesen  Proposed
5 Jan 3, 2017  50.00 $100.00 $100.00 Fromise - CASH Roy Wiesen  Proposed
g Feb 2, 2017 s0.00 S100.00 100,00 Promise - CASH Roy Wiesen  Proposed
Delete All . Edit Save

Note: If an account in the arrangement has a "closed" status, a message displays indicating that
you cannot propose an arrangement on a closed account. Remove the closed account from the
arrangement.

Scheduled Payments: Total scheduled payment amount, excluding surcharges.
Total Surcharges: Total surcharge amount for all the payments in the arrangement.

Hold?: Indicates whether the scheduled payment is on hold. The system doesn't process
payments that are on hold.

Date: Date to process the payment.
Surcharge: Amount to include as a surcharge for the payment.
Amount: Amount of the payment, excluding surcharges.
Total: Total amount to process for the payment, including surcharges.
Method: Payment method to use (for example, credit card, ACH, paper draft, or promise).
Payer: Party on the account who arranged the payment.
Status: Status of the payment.
In the Scheduled Payments card, do the following:

e To view details for a scheduled payment in a joined account arrangement, in the data
grid, click the arrow for the row to view.

¢ To add payments to the arrangement, complete the information in the Payment
Negotiator card and then click Propose.

e To save the proposed arrangement, click Save. If the payment arrangement has a status
of "proposed," the system changes it to "scheduled." If the account has at least one SIF
arrangement, "Settlement in Progress" appears next to the "Scheduled Payments"
heading.
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To delete all the payments in the arrangement, click Delete All, and in the confirmation
dialog box, click Yes.

Modify a Payment Arrangement

Use the Scheduled Payments card in the Arrangements panel of the Work Form to modify a proposed
or scheduled payment arrangement for an account.

To modify a payment arrangement

1.

@ (1000) 7736184767075 ACT

In the Task Panel navigation tree, click Arrangements.

Joined Accounts = Payment Negotiator Scheduled Payments: $967.47 Total Surcharges: $0.00
Hold? Date Surcharge Amount Total Method Payer Status
f:§g°: ;‘;:ﬁ:;s;:;;sf::g T — e Aug 30,2007 $0.00 $322.49 $322.49 Promise - CHECK Richard Kile  Proposed
(1201) 9877 0
. Sep 28, 2017 50.00 $322.49 $IN.49 Promise - CHECK Richard Kile  Proposed
Oet 30, 2017 $0.00 $322.49 $322.49 Promise - CHECK Richard Kile  Proposed
ay 26
sur $0.00
on
Wil be calculated
charge Tota
Gross Total T
Delete All Ecit Save

Joined Accounts card

If the account displayed in the Work Form currently is a joined account, the system
displays the Joined Accounts card. If the account is not a joined account, the system hides
this card. By default, the system selects the check box next to the account displayed in the
Work Form currently and includes it first in the list. Then, the system lists all other
accounts associated to the customer displayed in the Work Form currently. If there are
closed accounts in the list, they appear in red.

Total: Refreshes the data in the Joined Accounts card.
Select/Deselect All Active: Selects or clears the check boxes next to each account.

[Include Account]: If selected, the system includes the account in the arrangement and in
the total account balance.

Payment Negotiator card

Start Date: Due date for the first payment in the arrangement.

Amount: Amount of each payment. This amount defaults to a single payment for the total
amount due on the account, excluding surcharges. If you set the indicator to "ON," specify
the amount of each payment. If you set the indicator to "OFF," the system calculates the
payment amount based on the account balance and number of payments.

First Amount: Down payment amount. Specify an amount here when the customer wants
to pay an amount on the first payment that differs from the remaining payments. For
example, the customer wants to pay $300 down and $200 per month for the remaining
balance.
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Frequency: How often a payment is due on the account. If you select "Monthly," specify
the day of the month the payment is due (for example, the fifth day of the month). If you
select "Monthly Pick," specify the time of the month payment is due. For example, the first
Friday of the month. If you select "Four Weekly," the frequency is one payment every four
weeks. If you select "Daily," the system still skips weekends and holidays.

Surcharge Amount: Amount to include as a surcharge for each payment in the
arrangement. If you have the appropriate permissions, an "ON" indicator appears. To
remove the surcharge, set the indicator to "OFF." The system removes the surcharge
amount. For more information about surcharges, see Surcharge Rules.

Note: If you change the surcharge amount at the payment method or client fee level
after creating an arrangement, the system doesn't reflect the change here unless you
change the payment method.

# Payments: Number of payments in the arrangement. If you set the indicator to "ON,"
specify the number of payments. If you set the indicator to "OFF," the system calculates
the number of payments based on the account balance and payment amount.

Total: Total scheduled amount for all the payments in the arrangement, excluding
surcharges. If you set the indicator to "ON," specify the total payment amount. If you set
the indicator to "OFF," the system calculates the total payment amount based on the
account balance, number of payments, and interest accrual amount.

Note: You cannot change the payment method in the Payment Negotiator until you save
the proposed arrangement.

2. To add payments to the arrangement, complete the information in the Payment Negotiator
card and then click Propose. The payments appear in the Scheduled Payments card.

Note: If an account in the arrangement has a "closed" status, a message displays indicating that
you cannot propose an arrangement on a closed account. Remove the closed account from the
arrangement.

3. To modify a payment, in the Scheduled Payments card, click Edit and then modify the following
information as necessary.
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Scheduled Payments: $400.00 Total Surcharges: $0.00

Hold? Date Surcharge Amount Total Method Payer Status
ﬂ 3 immnie TN 100 $100.00 | ppice . RoyWiesen Proposed
oM
Cas ¥
ﬂ 1916 50.00 100 $100.00 R . Roy Wiesen  Proposed
oN
LASE v
Iﬂ -— £0.00 100 $100.00 | oronice . RoyWiesen Proposed
oN
CASH E
ﬂ . S0.00 10 S 100,00 Promisg Roy Wiesen  Proposed -

Override Payment Spread _ Cancel || Sawe

Delete icon: Click to delete the payment.

Hold?: If selected, the system places the payment on hold and doesn't process it when the due
date arrives.

Date: Date to process the payment.

Surcharge: Amount to include as a surcharge for the payment. To modify the surcharge amount,
delete the arrangement and recreate it.

Amount: Payment amount, excluding surcharges.
Total: Total amount to process, including surcharges.

Method: Payment method to use to process the payment (for example, credit card, ACH, paper
draft, or promise). You can select an existing payment method or click the plus sign (+) to add
one.

Payer: Party on the account who arranged the payment.
Status: Status of the payment. The system populates the status.

Pre Post: The system processed the payment with the vendor but hasn't posted it to the
account. You cannot modify pre-post payments.

Proposed: Payment is part of a proposed payment arrangement.
Scheduled: Payment is scheduled for processing.

When finished modifying the arrangement, click Save. If the payment arrangement has a status
of "proposed," the system changes it to "scheduled." If the account has at least one SIF
arrangement, "Settlement in Progress" appears next to the "Scheduled Payments" heading.

Tip: To delete all the payments in the arrangement, click Delete All, and in the confirmation
dialog box, click Yes.
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Override a Payment Spread

Use the Override Payment Spread dialog box to override the configured payment spread and specify
the order in which to spread payments across the linked accounts in the arrangement. This option is not
available for non-linked accounts. All clients in the arrangement must have the Override Payment
Spread permission.

To override a payment spread

1. Inthe Task Panel navigation tree, click Arrangements.

Joined Accounts = Payment Negotiator Scheduled Payments: $967.47 Total Surcharges: $0.00
Select/Deselect All Active Start Date: 130/2017
« (1000) 7736184767075 ACT . Bf30/2017 Hold?  Date Surcharge Amount Total Method Payer Status
(1200) 74541021574653 ACT
v A i 30, 2007 .00 322,49 32249 Promise - CHECK Richard Kil Proposed
N amount will be ealculated oFF ) 0. ¥ ¥ ey G
P C AR WA N Sep 28, 2017 50.00 $322.49 $322.49 Promise - CHECK Richard Kile  Propesed
Oet 30, 2017 $0.00 $32.49 $322.49 Promise - CHECK Richard Kile  Propesed
Frequency: Monthly Day 28
Surcharge Amount $0.00
# Payments 3 jen
Total: Will be calculated CFF
Surcharge Total $0.00
Gross Total §067.47
Lt SR
Negotiated: §967.47
SRS © Her

2. Inthe Scheduled Payments card, click Edit.
Scheduled Payments: $400.00 Total Surcharges: $0.00

Hold? Date Surcharge Amount Total Method Payer Status
ﬁ 11720016 | 000 10K $100.00 | oo . PRoyWiesen Proposed
-ﬂl.
CASH ¥
ﬂ 12/2/2016 | S0.00 100 $100.00 Promise . Roy Wiesen  Proposed
CASH -
ﬂ a7 | HL00 100 $100.00 | oronice . RoyWiesen Proposed
-
CASH v
ﬂ ar3ra T | 0 o F100.00 | oooice . RoyWiesen Proposed -

oo sne.

3. Click Override Payment Spread. The Override Payment Spread dialog box appears.
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Override Payment Spread

Accounts in Arrangement Group

Enable Override Payment Spread

File Number Client Code Account Number Balance Status
» 1005 CUSTOMER ONE 7738201000121 $100.00 NEW
- v 1206 CUSTOMER TWO TT3B20665544 $200.00 NEW
Override Cancel

Enable Override Payment Spread: If selected, the system allows you to specify the payment
spread order.

[Payment Spread Order]: Order in which to spread payments across the accounts. The system
applies the payment to the account with a payment spread order of one (1) first and continues in
sequential order until no payment amount remains to apply.

File Number: Unique code that the system assigned to identify the account.
Client Code: Unique code that your organization assigned to identify the client.
Account Number: Code that the client assigned to identify the account.
Balance: Current amount due on the account.
Status: Unique code that identifies the account status.

Click Override. The Override Payment Spread dialog box closes.

In the Scheduled Payments card, click Save. The system saves the override settings you
specified and displays "Custom Spread Override Enabled" in the Payer column of the Scheduled
Payments card. (Click the arrow next to the Hold? column to see the message.) If the payment
arrangement has a status of "proposed," the system changes it to "scheduled." If the account
has at least one SIF arrangement, "Settlement in Progress" appears next to the "Scheduled
Payments" heading.

Payment Instruments

Payment Instruments

You can add and select credit card and ACH payment instruments when scheduling payment
arrangements. To reuse a payment instrument, save it to the customer's wallet.

Add a Credit Card

Use the Card tab in the Payment Instrument dialog box to add a credit card to the Method list box. You
must have the Credit Cards Permission.

To add a credit card

In the Task Panel navigation tree, do one of the following:

e Click Payments.
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e Click Arrangements.
2. Click the plus sign (+) next to the Method list box. The Payment Instrument dialog box appears.
3. Click the Add tab and then click Card.

A P % N T r [ & b =
WCH Paper Draft Direct Dabit

Name

Expiration:

|::._ "‘1-.:-" .-'|".l:-
Security Cod
Use Current Address as Billing Address
Address:
Sawve o Wallet
& Help

LK

Card #: Credit card number.

Name: Name as it appears on the credit card.

Expiration: Credit card expiration month and year.

Security Code: Three-digit security code that appears on the back of the credit card.

Save to Wallet: If selected, the system saves the credit card information to the customer's wallet
using the following naming convention: "[Name on credit card]-CC-[last four digits of the credit
card account number]." For example, "John Smith-CC-1111." The system tokenizes the credit card
information. When taking a payment in the future, you can select this credit card and the system
uses Payment Vendor Gateway to retrieve the token.

Replace Existing?: If selected, the system replaces an existing credit card that you specify with
this new credit card. Select the check box and then click the credit card to replace. If no credit
cards exist, the system doesn't display this check box.

4. Complete the information and then click OK. The credit card is available for selection in the
Method list box.
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Note: If the credit card does not match an existing credit card type (for example, Visa), an error
message appears. For more information about maintaining credit card types, see Credit Card
Types.

Add an ACH or Paper Draft Account

Use the ACH or Paper Draft tab in the Payment Instrument dialog box to add an Automated Clearing
House (ACH) or paper draft account to the Method list box.

To add an ACH or paper draft account
1. Inthe Task Panel navigation tree, do one of the following:
e Click Payments.
e Click Arrangements.
2. Click the plus sign (+) next to the Method list box. The Payment Instrument dialog box appears.
3. Click the Add tab and then click ACH or Paper Draft.

Card Paper Draft  Direct Debit .
Routing Information: Q
Account Numiber
s Checking
Savings
Name:

Ise Current Address as Billing Address

Address:

Save to Wallet

@ Help S
oK
Routing Information: Bank routing number.
Account Number: Checking or savings account number.

Checking: If selected, the account is a checking account.

Savings: If selected, the account is a savings account.
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Name: Name on the checking or savings account.

Use Current Address as Billing Address: If selected, use the customer's address that is on file as
the billing address.

Address: If the Use Current Address as Billing Address check box is cleared, the address boxes
are available. Type the street address, city, state, and postal code associated to the account.

Save to Wallet: If selected, the system saves the information to the customer's wallet using the
following naming convention: "Type-[last four digits of the account number]." For example, "ACH-
4545" or "PD-4545." The system tokeinzes the account information. When taking a payment in
the future, you can select this account and the system uses Payment Vendor Gateway to retrieve
the token.

Replace Existing?: If selected, the system replaces an existing account of this type that you
specify with this new account. If no accounts of this type exist, the system doesn't display this
check box.

4. To search for a routing number, do the steps to Search for an ABA Routing Number.

5. Complete the information and then click OK. The ACH or paper draft account is available for
selection in the Method list box.

Add a Direct Debit Account

Use the Direct Debit tab in the Payment Instrument dialog box to add a Direct Debit account to the
Method list box for one-time use only. You cannot save the account to the wallet. You must have the
Direct Debit Permission.

To add a Direct Debit account
1. Inthe Task Panel navigation tree, do one of the following:
e Click Payments.
e Click Arrangements.
2. Click the plus sign (+) next to the Method list box. The Payment Instrument dialog box appears.
3. Click the Add tab and then click Direct Debit.
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Bank Account #:

Bank Sort:

@ Help DD Guarantes

oK

Bank Account #: Eight-digit number that identifies the bank account from which to draw Direct
Debit payments.

Bank Sort: Six-digit sort code used to validate the bank account number.

4. To view the Direct Debit guarantee for the account, click DD Guarantee.
Direct Debit Guarantee.

« This Guarantee is offered by all banks and building societies that accept instructions to pay
Direct Debits. « If there are any changes to the amount, date or frequency of your Direct
Debit ERUDIOHONOURS will notify vou 10 working days in advance of your account being
debited or as otherwise agreed. If you reguest ERUDIC/HONOURS to collect a payment,
confirmation of the amount and date will be given to you at the time of the request « If an
error is made in the payment of your Direct Debit by ERUDIOYHONOURS or your bank or
building society you are entitled to a full and immediate refund of the amount paid from your
bank or building society « IF you receive a refund you are not entifed to, you must pay it
back when ERUDIO/HONCLURS asks you fo » You can cancel a Direct Debit at any time by
simply contacting your bank or bullding society, Written confirmation may be required.
Please also notify us.

Ok

5. When finished, click OK.

6. Complete the information to add the Direct Debit and then click OK. The Direct Debit account is
available for selection in the Method list box.

Search for an ABA Routing Number

Use the Add tab in the Payment Instrument dialog box to search for a financial institution's American
Bankers Association (ABA) routing number for a checking or savings account.

To search for an ABA routing number

1. Inthe Task Panel navigation tree, do one of the following:
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e Click Payments.
e Click Arrangements.

2. Click the Search icon next to the Method list box. The Payment Instrument dialog box appears.

3. Click the Add tab and then click ACH or Paper Draft.

_
Card m Paper Draft Direct Debit =

Routing Information: | peg Q,

Account Numiber

& Checking
Savings

Name;

Use Current Address as Billing Address

Agdress:

Save to Wallet

@ Help -

OK

4. Click the Search icon next to Routing Information. The search options appear.

T
Card m Paper Draft

Routing Information: | g Q

Account Number:

Search for Aba #
Search Type:
Address  Phone # @ Bank Name

5. Do one of the following:
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e To search by address. click Address and then type the address criteria.

e To search by phone number, click Phone # and then type the full or partial phone

number.

e To search by bank name, click Bank name and then specify the full or partial name of

the financial institution.

6. Click Search. The search results appear.

'I-‘C: _

Card m Paper Draft

Routing Information:
Account Number:
Search for Aba

Search Type:
Address & Phone # (Bank Name

Phone
6143318590

ey

ABA

041205369

041215634

041284461

042101459

Bank Name

HUNTINGTON NATIONAL
BANK

HUNTINGTON NATIONAL
BANEK

HUNTINGTON NATIONAL
BANEK

HUNTINGTON NATIOMNAL
BANEK

Address

7 EASTON
OVaL

COLUMBUIS ,

OH

EAZW4D

COLUMBLIS ,

OH

EAZW4D

COLUMBLIS ,

OH

7 EASTON
OVAL

COLUMBUS ,

7. Scroll to locate the financial institution and then click Select. The system populates the Routing

Information box.

8. Continue the steps to Add an ACH or Paper Draft Account.

Search for a Credit Card

Use the Lookup tab in the Payment Instrument dialog box to search for a credit card and add it to the

Method list box.

To search for a credit card

1. Inthe Task Panel navigation tree, do one of the following:

e Click Payments.

e Click Arrangements.

2. Click the Search icon next to the Method list box. The Payment Instrument dialog box appears.

3. Click the Lookup tab and then click Card.
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Add Lookup wWallet
m ACH  Paper Draft

Last Four Digits

R © Help

0K

4. In the Last Four Digits box, type the last four digits of the credit card number and then click
Lookup. The system displays the credit card in the Method list box.

Search for an ACH or Paper Draft Account

Use the Lookup tab in the Payment Instrument dialog box to search for an Automated Clearing House
(ACH) or paper draft account and add it to the Method list box.

To search for an ACH or paper draft account
1. Inthe Task Panel navigation tree, do one of the following:
e Click Payments.
e Click Arrangements.
2. Click the Search icon next to the Method list box. The Payment Instrument dialog box appears.

3. Click the Lookup tab and then click ACH or Paper Draft.

D

4. In the Last Four Digits box, type the last four digits of the account number and then click
Lookup. The system displays the account in the Method list box.

Delete a Wallet Item

Use the Wallet tab in the Payment Instrument dialog box to delete a credit card, ACH, or paper draft
account from the customer's wallet.

To delete a wallet item
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1. Inthe Task Panel navigation tree, do one of the following:
e Click Payments.
e Click Arrangements.
2. Click the Wallet icon next to the Method list box. The Payment Instrument dialog box appears.

3. Click the Wallet tab.

[ e ] - I

Account Hext Scheduled
Type Numiber Payer Expires Payment
ACH N T Zellers, Leslie
o
CreditCard  ****1111 Zellers, Leslie 122015 u
EX

DK

4. Click the X next to the wallet item and then click OK.

5. Inthe confirmation dialog box, click Yes.

Reschedule a Payment Arrangement

Use the Scheduled Payments card in the Arrangements panel of the Work Form to reschedule a
payment arrangement.

To reschedule a payment arrangement

1. Inthe Task Panel navigation tree, click Arrangements.

Joined Accounts & Payment Negotiator Scheduled Payments: $967.47 Total Surcharges: $0.00 Payment Verbiage
Select/Deselect All Active Method: = S — = e = e
w (1000) 7738184767075 PPA CHECK
. MAIL IN CHE
(1200) 74541021574653 ACT Start Date: prem— Aug30,2007  $0.00 $322.49 s32249 Pramise - CHECK Richard Kile  Scheduled KN CHE0C
(1201) 98774586630012 ACT
Sep 28, 2017 $0.00 $322.49 §322.49 Promise - CHECK Richard Kile  Scheduled
Amount: ‘0 o
Oct 30, 2017 $0.00 $32.49 §322.49 Promise - CHECK Richard Kile  Scheduled
First Amount: s
Frequency: Manthly Day 28
Surcharge Amount $0.00
# Payments: wil be calculated oFF
Total: Wil be calculated OFF
Surcharge Tota Wwill be calculated
 Reschecute oA L
Gross Total Will be calculated
Negotiated: $0.00
FIF Count Mods T

2. Click Reschedule. The system displays the Payment Negotiator in rescheduling mode.
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140

Select/Deselect All Active
@ (1000) 7738184767075 PPA

Joined Accounts = Payment Negotiator (Rescheduling) Replacing These Scheduled Payments: $967.47 Total Surcharges: $0.00 Payment Verbiage

Hold? _Date Surcharge Amount Total Method Payer Status CHECK
MAIL IN CHECK

(1200) 74541021574653 ACT CHECK M Aug 30,2017 $0.00 §322.49 £322.49 Promise - CHECK Richard Kile ~ Scheduled
(1201) 98774586630012 ACT

Sep 28,2017 $0.00 $322.49 $32249 Promise - CHECK Richard Kile  Scheduled

Oct 30, 2017 $0.00 $322.49 $322.49 Promise - CHECK Richard Kile  Scheduled
Amount Wil be calculated

Will be calculated

Cancel

@ Help

Joined Accounts card

If the account displayed in the Work Form currently is a joined account, the system
displays the Joined Accounts card. If the account is not a joined account, the system hides
this card. By default, the system selects the check box next to the account displayed in the
Work Form currently and includes it first in the list. Then, the system lists all other
accounts associated to the customer displayed in the Work Form currently. If there are
closed accounts in the list, they appear in red.

Total: Refreshes the data in the Joined Accounts card.
Select/Deselect All Active: Selects or clears the check boxes next to each account.

[Include Account]: If selected, the system includes the account in the arrangement and in
the total account balance.

Payment Negotiator card

Method: Method to use to process the payments. You can select an existing payment
method or click the plus sign (+) to add one. If you select "Promise," specify the payment
type the party promises to use to pay. The system doesn't display expired credit cards in
this list box.

Start Date: Due date for the first payment in the arrangement.

Amount: Amount of each payment. This amount defaults to a single payment for the total
amount due on the account, excluding surcharges. If you set the indicator to "ON," specify
the amount of each payment. If you set the indicator to "OFF," the system calculates the
payment amount based on the account balance and number of payments.

First Amount: Down payment amount. Specify an amount here when the customer wants
to pay an amount on the first payment that differs from the remaining payments. For
example, the customer wants to pay $300 down and $200 per month for the remaining
balance.

Frequency: How often a payment is due on the account. If you select "Monthly," specify
the day of the month the payment is due (for example, the fifth day of the month). If you
select "Monthly Pick," specify the time of the month payment is due. For example, the first
Friday of the month. If you select "Four Weekly," the frequency is one payment every four
weeks. If you select "Daily," the system still skips weekends and holidays.
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Surcharge Amount: Amount to include as a surcharge for each payment in the
arrangement. If you have the appropriate permissions, an "ON" indicator appears. To
remove the surcharge, set the indicator to "OFF." The system removes the surcharge
amount. For more information about surcharges, see Surcharge Rules.

# Payments: Number of payments in the arrangement. If you set the indicator to "ON,"
specify the number of payments. If you set the indicator to "OFF," the system calculates
the number of payments based on the account balance and payment amount.

Total: Total scheduled amount for all the payments in the arrangement, excluding
surcharges. If you set the indicator to "ON," specify the total payment amount. If you set
the indicator to "OFF," the system calculates the total payment amount based on the
account balance, number of payments, and interest accrual amount.

Is Settlement: If selected, this payment arrangement settles the account in full, regardless
of the account balance. If there is an existing scheduled payment ready to process in the
Scheduled Payments card or your organization doesn't allow SIF arrangements, the system
hides this check box. You cannot schedule a SIF arrangement until you process the
scheduled payment.

Minimum: Percent of the account balance to pay. This box displays when the Is Settlement
check box is selected. If you specify a percent, the system calculates the settlement
amount. If the amount is below the minimum settlement amount allowed, the system
places the arrangement on hold and displays a message indicating the settlement amount
requires approval.

[Amount]: Amount of the account balance to pay. This box displays when the Is
Settlement check box is selected. If you specify an amount, the system calculates the
settlement percent.

3. Modify the information and then click Propose. The rescheduled payment arrangement appears
in the Scheduled Payments card with a "proposed" status.

Note: If an account in the arrangement has a "closed" status, a message displays indicating that
you cannot propose an arrangement on a closed account. Remove the closed account from the
arrangement.

4. To save the arrangement, click Save. If the payment arrangement has a status of "proposed,"
the system changes it to "scheduled."” If the account has at least one SIF arrangement,
"Settlement in Progress" appears next to the "Scheduled Payments" heading.

Place All Scheduled Arrangements on Hold

Use the Scheduled Payments card in the Arrangements panel of the Work Form to place all scheduled
payments in an arrangement on hold.

To place all scheduled arrangements on hold

1. Inthe Task Panel navigation tree, click Arrangements.
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Joined Accounts Payment Negotiator

clect/Deselect All Active e
W (1000) 7738184767075 PPA

(1200) 74541021574653 ACT Start Date:
(1201) 98774586630012 ACT

# Payments Wil be calculated OFF

Total Will be calculated OFF

@ Help

Scheduled Payments: $967.47 Total Surcharges: $0.00

Hold? Date

\wReschedule | Lt

Aug 30, 2017
Sep 28, 2017

Oct 30, 2017

Surcharge
$0.00
$0.00

$0.00

Hold Al

Amount

£322.49

$322.49

$322.49

Total

§322.49

§322.49

§322.49

Method

Promise - CHECK

Promise - CHECK

Promise - CHECK

Payer
Richard Kile
Richard Kile

Richard Kile

Status

Scheduled

Scheduled

Scheduled

Payment Verbiage

CHECK
MAIL IN CHECK.

2. Click Hold All and in the confirmation dialog box, click OK. The system places a red padlock icon

in the Hold column of the data grid. This feature isn't available for Direct Debit payment

arrangements.

3. Toremove the hold, click Unhold All and in the confirmation dialog box, click OK. The system
removes the red padlock icon from the Hold column of the data grid.

Approve or Deny a SIF Arrangement

Use the Scheduled Payments card in the Arrangements panel of the Work Form to approve or deny a
SIF arrangement with a settlement amount that falls below the minimum settlement amount allowed.
The system places the arrangement on hold until you approve it.

Note: If you don't have permission to approve or deny the SIF arrangement, assign the account to
the Supervisor queue for processing. For more information about permissions, see the "% Allowed
Below Minimum" policy in the User Policy Permission.

To approve or deny a SIF arrangement

1. Inthe Task Panel navigation tree, click Arrangements.

Jained Accounts = Payment Hogotiator

# (1000) FTIELE
1200) T4 1021974853 AL

Hold?  Dats

) 2
Sep 38, 2007

©e2 30, 2017

. 37

Sarcharge

w m ow ow

Scheduled Payments: $600,00 Total Surcharges: 50,00

Amaant

2. Inthe Scheduled Payments card, do one of the following:

Total

13000
$150.00
s1%000

13000

Jress - Awalting Agproval
Herthod.

Payment Vierblage

CHECK
MAIL I CHECK

e To approve the SIF arrangement, click Approve. Latitude removes the hold and changes

the status to "scheduled."

e To deny the SIF arrangement, click Deny. Latitude deletes the arrangement.
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Account Selection

The Arrangements panel defaults to the account displayed in the Work Form and the party selected in
the Account Navigator card. If the account is linked or the party is the primary party on the account, the
system displays the Account Selection data grid. The data grid includes accounts based on the trust
accounting configuration for the parties on the accounts. If you assigned all accounts to the general trust
account or the configuration permits posting to the general trust account instead of the party's trust
account, you can select multiple accounts. If the party on an account has its own trust account and
doesn't permit deposits to the general trust account, only select accounts configured to use the same
trust account.

Payment Spread Selection

If you selected multiple accounts for the arrangement and your organization configured the Payment
Spread Permission, you can specify a payment spread method. Otherwise, the system sets a default
payment spread method.

Payment Spread
v P Rule
Method
In order e The system applies payments to the accounts in the selected
order (for example, current balance, original balance, customer
priority).

e When a party pays an account to satisfaction, the system applies
any remaining payment amount to the next account in the order
until there are no more payments or all accounts are paid.

e If you have permissions to select a payment spread, you can also
specify the order of the accounts manually.

Even e The system splits payments evenly across all selected accounts.

e When a party pays an account to satisfaction, the system applies
any remaining payment amount evenly to the remaining
accounts.

Proportional The system splits payments proportionally across all selected accounts
based on the projected current balance on the date of the payment. In
theory, if you set the arrangement to satisfy all accounts, all selected
accounts are paid to satisfaction on the same payment.

Priority e The system applies payments toward the selected accounts

based on the priority of the customer.

e If multiple accounts belong to customers with the same priority,
the system applies payments proportionally to the projected
current balance on the date of the payment.
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Payment Spread
Method

Rule

Fee

The system applies payments toward the selected accounts in
the order of the payment yielding the highest amount of fee for
the agency.

For each payment, the system calculates the projected fee using
the fee schedules for the accounts for the full amount of the
payment. The system sorts accounts by that projected fee in
descending order and spreads the payment over those accounts
in that order.

Settlement Selection

If you have the appropriate permissions and select multiple accounts, you can specify a settlement
amount for each account or all accounts proportionally based on the minimum settlement percentage
of each account. You can also specify a lock-in settlement percent for a single account and then adjust
the percentages on the other accounts.

Policies can alter the blanket settlement percentage set at the client level that drives the minimum
settlement percentages for each account.

e The system can adjust the settlement percentage by a set number of percentage points based
on the state in which the party resides.

e The system can adjust the settlement percentage by a set number of percentage points, a
percentage of the settlement, or override it by a set percentage for the current user.

e If the payment instrument policy doesn't allow settlements below the blanket settlement and
the adjusted settlement percentage is below the blanket settlement, the system sets it to the

blanket settlement.

The system can also apply the settlement percentage to one of the following calculated money

amounts:

¢ Net original balance with interest: Original balance plus all adjustment transactions and

accrued interest.

e Net original: Original balance and all adjustment transactions without accrued interest.

e Original balance with interest: Original balance plus accrued interest but without adjustment

transactions.

e Original balance: Original balance without adjustment transactions or accrued interest.

e Current balance: Current balance of the account at the time you take the arrangement.

The system can apply a second settlement percentage toward the current balance for accounts that
already have partial payments and both amounts need satisfied to create a settlement arrangement. For
example, the original balance of the account was $100.00. The blanket settlement percentage is 60%
and there was a payment of $60.00 on the account. The account technically already meets the
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settlement requirements. By specifying a 20% current balance requirement to create a settlement
arrangement, you must create an arrangement of at least $8.00. Otherwise, with no additional
requirements for a settlement, you can create an arrangement for a penny and have that considered a
settlement arrangement.

Payment Arrangement Types

There are three types of payment arrangements that you can negotiate. All three types allow you to
negotiate them as a settlement.

¢ Single Payment: For the current date or a future date, and for a specific amount or a percentage
of the balance. The payment results summary shows the amount paid or promised, the balance
remaining on the account, and the balance percent paid or remaining.

e Recurring Payments: Start on a specific date, occur with the same frequency (for example,
weekly or monthly), and are for an equal amount. You can adjust individual payment dates and
amounts; however, if you modify the other parameters, the system doesn't save your date and
amount changes. The payment results summary shows the amount and date of each payment,
and the balance remaining on the account after the entire stream.

e Recurring PIF or SIF payments: Start on a specific date and occur with the same frequency (for
example, weekly or monthly). The system splits the payment amounts based on the negotiated
total amount paid or the negotiated balance percent paid at the end of the stream. You can
adjust individual payment dates and amounts; however, if you modify the other parameters, the
system doesn't save your date and amount changes. The payment results summary shows the
amount and date of each payment, the total amount paid after the stream, and the balance
remaining on the account after the entire stream.

Payment Arrangement Scenarios

The following table provides payment arrangement scenarios for a single account. Each scenario shows
the number of payments, the total account balance, the default amount for each payment, the
modification to the payment, the result of the modification, and any warnings.

Total Each
Scenario | Payments Payment | Modify Result Warning
Balance
Default
1 1 $1000
Each Payment 3
2 2 $1000 $500 amount = N:r:\nbeenrtzf_ 3 estimated at
$400 pay - $200.
Total Each amount =
3 2 $1000 $500 amount = | -
$500
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Each
Scenario | Payments Total Payment | Modify Result Warning
Balance
Default
Number of
4 2 $1000 $500 amount = e
$250 $500 with "Is
Settlement" check
box selected.
. Overpayment
5 2 $1000 |  $500 fa;'me”ts \':':I;:Sa”ges n estimated at
B ' $1000.

Arrangement Negotiator States

The initial state when you start an arrangement negotiation is PIF mode. The following settings do not
affect the arrangement negotiator state:

Method: Defaults to "Promise."
Start Date: Defaults to the current date.

Frequency: Defaults to "Monthly."

Total: Defaults to the total account balance for the selected accounts.

Negotiated: Defaults to the total account balance for the selected accounts.

The following diagram illustrates the various arrangement negotiator states and how your changes to

the payment amount, number of payments, and settlement indicator affect the state.

T

[ s Settlement

PIF Count Mode

Frequency

» Poyments

Totol

Amount

Manual Mode

$1000

Morithly

I*

1

.WOU t

O Is Settlement

PIF Mode (Initial State)

Amoun

[ In Settiement

Fraquency
& Poymaents

Total

« E 1@

 Is Settiement

l SIF Mode

@

Total

R

L
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PIF mode

Amount: Defaults to "on" with an amount equal to the total account balance for the selected accounts.
With the number of payments off and the Is Selected check box cleared, if you turn off the payment
amount, the system changes the arrangement state to PIF auto mode.

# Payments: Defaults to "off" to indicate that the system calculates the number of payments. With the
amount on and the Is Selected check box cleared, if you turn on the number of payments, the system
changes the arrangement state to manual mode.

Is Settlement: Defaults to cleared. With the amount on and the number of payments off, if you select
this check box, the system changes the arrangement state to SIF mode.

PIF auto mode
Amount: Defaults to "off" to indicate that the system calculates the payment amount.
# Payments: Defaults to "off" to indicate that the system calculates the number of payments.

Is Settlement: Defaults to cleared. With the amount off and the number of payments off, if you select
this check box, the system changes the arrangement state to SIF auto mode.

PIF count mode
Amount: Defaults to "off" to indicate that the system calculates the payment amount.
# Payments: Defaults to "on" with a single payment.

Is Settlement: Defaults to cleared. With the amount off and the number of payments on, if you select
this check box, the system changes the arrangement state to SIF count mode.

Manual mode

Amount: Defaults to "on" with an amount equal to the total account balance for the selected accounts.
With the number of payments on and the Is Selected check box cleared, if you turn off the payment
amount, the system changes the arrangement state to PIF count mode.

# Payments: Defaults to "on" with a single payment.

Is Settlement: Defaults to cleared. With the amount on and the number of payments on, if you select
this check box, the system changes the arrangement state to SIF mode.

SIF mode

Amount: Defaults to "on" with an amount equal to the total account balance for the selected accounts.
With the number of payments off and the Is Selected check box selected, if you turn off the payment
amount, the system changes the arrangement state to SIF auto mode.

# Payments: Defaults to "off" to indicate that the system calculates the number of payments. With the
amount on and the Is Selected check box selected, if you turn on the number of payments, the system
changes the arrangement state to manual mode.

Is Settlement: Defaults to "true" with a percentage of the account balance to pay set to 100%. With the
amount on and the number of payments off, if you clear this check box, the system changes the
arrangement state to PIF mode.
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SIF auto mode
Amount: Defaults to "off" to indicate that the system calculates the payment amount.

# Payments: Defaults to "off" to indicate that the system calculates the number of payments. With the
amount off and the Is Selected check box selected, if you turn on the number of payments, the system
changes the arrangement state to SIF count mode.

Is Settlement: Defaults to "true"with a percentage of the account balance to pay set to 100%. With the
amount off and the number of payments off, if you clear this check box, the system changes the
arrangement state to PIF auto mode.

SIF count mode
Amount: Defaults to "off" to indicate that the system calculates the payment amount.
# Payments: Defaults to "on" with a single payment.

Is Settlement: Defaults to "true"with a percentage of the account balance to pay set to 100%. With the
amount off and the number of payments on, if you clear this check box, the system changes the
arrangement state to PIF count mode.

Surcharge Rules

The following rules apply to surcharges on payment arrangements:

e If your organization specified a surcharge amount for a payment method or a client fee, a
surcharge amount displays when creating a payment arrangement based on the following:

e If the maximum surcharge amount for client fees is blank, the system applies the surcharge
amount set up for the payment method (if there is one).

e If the maximum surcharge amount for client fees is zero (0), the system doesn't apply a
surcharge amount (regardless if one is set up for the payment method).

e If the maximum surcharge amount for client fees is greater than zero (0), the system applies this
surcharge amount.

e For linked accounts with different clients, the system applies the client surcharge amount or
payment method surcharge amount, whichever is lowest.

e If your organization allows you to suppress the surcharge on new arrangements, you can
remove the surcharge amount when creating a payment arrangement. For more information,
see User Policy Permission.

e If a customer resides in a state that doesn't allow surcharges, the surcharge amount on the
payment arrangement is zero and you cannot change it. For more information, see State
Restriction.

Payments

Payments

Use the Arrangements panel of the Work Form to process a single payment within an arrangement, and
use the Batch Processor page to process a batch of payment transactions for charge-off accounts.
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Process a Payment

Use the Arrangements panel of the Work Form to process a payment that is due on the current date or
earlier.

To process a payment

1. Inthe Task Panel navigation tree, click Arrangements.

Joined Accounts = Payment Negotiator Scheduled Payments: $967.47 Total Surcharges: $0.00 Payment Verbiage
Salect/Desslect All Active S —
o (1000) 7238184767075 PPA Hold? Date Surcharge Amount Total Method Payer Status PO
‘- N MAIL IN CHECK
(1200) 74541021574653 ACT Start Date: 83012017 Aug 30, 2017 $0.00 $322.49 $32249 Promise - CHECK. Richard Kile  Scheduled L CHEC

(1201) 98774586630012 ACT
Sep28,2017  $0.00 $322.49 §322.49 Promise - CHECK Richard Kile ~ Scheduled

Oct 30,2017 $0.00 532249 §322.49 Promise - CHECK Richard Kile  Scheduled

Wil be caleulated

Will be calculated

Reschedule E Hold Al Edit

@ rHelp

2. Inthe Scheduled Payments card, click Process. The system processes the payment, updates the
account balance to reflect the payment, and changes the payment status to "completed."

I Notes: I

e If the system declines a credit card or ACH payment, Latitude places the remaining
payments in the arrangement on hold.

e If the arrangement is for a closed account, a message displays indicating that you
cannot process a payment for a closed account.

e If the arrangement is for linked accounts, the system doesn't include any closed
accounts in the payment spread.

Process a Payment Batch

Use the Batch Processor page to process a batch of credit card, paper draft, ACH debit, or Direct Debit
transactions for charge-off accounts processed on the Arrangements or Payments panel. The
transactions must be active and not on hold, cannot exceed the balance, and are due on the current
date or earlier for accounts with an open status. You must have the Access Batch Wizard Permission to
process a payment batch.

When you process transactions, the system creates a payment batch for each payment type. The
batches include charge-off accounts that the system processed with the vendor but didn't batch already.
The system uses the batches to post transactions to the affected accounts. For information about
processing a batch to post transactions to accounts, see Process a Batch in the Latitude Console
documentation.

The batches do not include delinquent accounts. The system updates account balances for delinquent
accounts during a nightly process and reflects the balances on the accounts the following day.

To process a payment batch

1. Open the Latitude by Genesys page.
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Wergion: 3.0.13.82 | DB Sensr Nama: kocalfogt | Diababarce: Colet 00

2. Inthe menu bar, click Batch Processor.

@Help
Choose a batch type to process or view the history

3. Click the type of payment batch to process. A confirmation message appears.
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Confirm the following payments (Total: 4510)

Process

Cancel

File Number Amount

1 1644 4510

4. Click Process. When payment processing is complete, the system displays the results and
updates payment history for each account processed.

I Notes: I

e If payments from a previous session are still processing and you or the system
interrupts the process (for example, you close the Batch Processor tab), a confirmation
dialog box appears. Click OK to continue processing the previous session.

e If the payment vendor declines a payment during batch processing (for example, for
insufficient funds), the system changes the future scheduled payments to "on hold."

e Ifan arrangement is for a closed account, a message displays indicating that you cannot
process a payment for a closed account.

e If an arrangement is for linked accounts, the system doesn't include any closed
accounts in the payment spread.

Batch Complete

Started: Mon Jun 20 2016 11:23:55 GMT-0400 (Eastern Daylight Time]
Completad: Mon Jun 20 2016 11:24: 18 GMT-0400 (Eastern Dalight Tirme)
Processed: 1 (4500)

Succeeded: 1 (4500)

Failled: o (o)

Batch Details

Result UID Deposit Date Amount  Surcharge  Total client Desk File Number  Account Customer Id  ACH/CC#  Vendor Reference Number Authorization Code  Message

Success 15 6/20/16 §4,500.00  $10.00 £4,500.00 0000010 0000000 1644 332001245178 947 —=Lalili| OBVIVIHWMESFL 478R11

Result: Outcome of processing the payment batch.
UID: Code that Latitude assigned to identify a payment.

Deposit Date: Date the payment deposited to the account.
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Amount: Payment amount, excluding the surcharge.

Surcharge: Surcharge amount.

Total: Sum of the payment amount and surcharge.

Client: Unique code that identifies the client on the account.

Desk: Desk that processed the payment.

File Number: Unique code that the system assigned to identify the account.

Account: Code that the client assigned to identify the account.

Customer ID: Code that identifies a party on the account.

ACH/CCH#: Last four digits of the credit card, checking, or savings account number.

Vendor Reference Number: Code that the payment vendor assigned to identify the transaction.
Authorization Code: Code that indicates whether the transaction is authorized or declined.
Message: Note regarding the transaction.

5. On the Batch Processor page, click the X to close the tab.

View Payment Batch History

Use the Batch Processor page to view processing information for payment batches. You must have the
Access Batch Wizard Permission to view payment batch history.

To view payment batch history

1. Open the Latitude by Genesys page.

Wersion: 3.0.13.80 | DB Sereir Name: kocalfeogt  Diababira: ColectadQd

2. Inthe menu bar, click Batch Processor.
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QHelp
Choose a batch type to process or view the history
3. Click the "view the history" link.
@Help.

Choose a batch run to view or process a batch
AEeg Bk R i e aicled i eI Ssmalus, Gl

1 6/20/16 1:27 pm 6/20/16 1:27 pm GSadmin 1 1 o

2 6/20/16 2:18 pm 6/20/16 2:19 pm GSadmin 2 2 0

3 6/20/16 2:23 pm 6/20/16 2:23 pm GSadmin 1 o 1

4 6/20/16 3:23 pm 6/20/16 3:24 pm GSadmin 1 1 0

Payment Batch Run ID: Code that Latitude assigns to identify a batch of payments.
Started: Date and time Latitude started processing the batch of payments.
Completed: Date and time Latitude completed processing the batch of payments.
User: Code that identifies the user who processed the batch of payments.

Total Count: Total number of payments in the batch.

Success Count: Number of payments that processed successfully.

Failed Count: Number of payments that failed to process.

4. To view details for a payment batch, click the batch.

©relp
Back

Batch Details

Success 12 6/20/16 $20.00 $10.00 $20.00 0000000 NEW 2137 75110535520 1440 e OQFHWXPRRPNP3 478R00

Success 13 6/20/16 $50.00 $10.00 $50.00 0000001  00ODOOD 1000 7738184767075 294 =1 993IN457MIX83 478R10

Result: Outcome of processing the payment batch.
UID: Code that Latitude assigned to identify a payment.
Deposit Date: Date the payment deposited to the account.

Amount: Payment amount, excluding the surcharge.
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6.
7.

Surcharge: Surcharge amount.

Total: Sum of the payment amount and surcharge.

Client: Unique code that identifies the client on the account.

Desk: Desk that processed the payment.

File Number: Unique code that the system assigned to identify the account.

Account: Code that the client assigned to identify the account.

Customer ID: Code that identifies a party on the account.

ACH/CC#: Last four digits of the credit card, checking, or savings account number.

Vendor Reference Number: Code that the payment vendor assigned to identify the transaction.
Authorization Code: Code that indicates whether the transaction is authorized or declined.
Message: Note regarding the transaction.

To display batch details for a specific client, click in the All Clients list box and then click the
client ID. To remove the filter, backspace over the ID.

To return to the payment history list, click Back.

On the Batch Processor page, click the X to close the tab.

View Applied and Planned Payments

Use the Agent/Collector Information page to view processed payments and planned payments (post-
dated checks, credit cards, and promises) for a specific date range. You must have the View Other User
Payments Permission to view payments for other users.

To view applied and planned payments

1.
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In the Application toolbar, click Agent/Collector Info.

Agent/Collector Information

Users: | gs Inchude Desk From: | 01/01/2017 ] To: | 00431/2047 ) Lfpply | Clear
File Mumber Mamea Type Collections Fea Bpate Customer Comment
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Users: Users for which to display payments. The following rules apply:
e If you have permission to view payments for other users, the list box includes all users.
e If you don't have permission to view payments for other users and you are:
0 Ateam lead, the list box includes users on your team only.
0 Not ateam lead, the list box includes your user ID only.

Include Desk: If selected, includes payments that the selected user's desk received outside
Latitude, such as by mail or Western Union.

From: Beginning date for which to display payments.
To: Ending date for which to display payments.
2. Specify the criteria for which payments to display and then click Apply.

3. To view payments applied to accounts, click the Payments Applied tab.

Agent/Collector Information

Uigers. 5 Trchac Dk From:  1/1/2017 th To: | /312017 i Apply Clear
[
File Mumbser Namse Type Collections Fee Epate Custonwer Comment

1215 Smith, Landan PU £55.0¢ £13.75 11/17

File Number: Unique code that the system assigned to identify the account.
Name: Name of the customer on the account.

Type: Code that identifies the type of payment applied. For more information, see Payment Type
Codes.

Collections: Payment amount.

Fee: Collection fee.

Date: Payment date.

Customer: Code that identifies the client associated to the account.
Comment: Note regarding the payment.

4. To view scheduled payments, click the Payments Planned tab.
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5.

Agent/Collector Information

Users: | gs Include Desk From: | 1/1/201 = To: | 1/31/2017 ) Apphy | s
Tyjpe Fille Mumiber Maine On Held Customer Bpue Date Amouit
ACH 1215 Smith, Landon 10 - THIRD CUSTOMER 1u17 £45.00
CreditCand 1214 Legere, Lauren 10 - THIRD CUSTOMER Viyiz $10.00
CreditCand 1217 Berard, Angela 10 = THIRD CUSTOMER 11117 $12.00
CreditCard 1217 Berard, Angela 10 - THIRD CLUSTOMER iy $88.00
Promise 1510 Cantara, lames 10 - THIRD CUSTOMER 11117 $50.00
Promiss 1000 Kile, Richard 1 - DEFALILT CUISTOMER 17 $250.00

Type: Payment method to use to process the payment (for example, credit card, ACH, paper
draft, or promise).

File Number: Unique code that the system assigned to identify the account.
Name: Name of the customer on the account.

On Hold: If selected, the payment is on hold and the system doesn't process it when the due date
arrives.

Customer: Code that identifies the client associated to the account.
Due Date: Date the payment is due.
Amount: Payment amount due, excluding the surcharge.

When finished, click Close.

Payment Type Codes

Payment type codes identify payment types. The following table lists the payment type codes and their
description.

Code

Description

DA

Decreasing Adjustment. An adjustment to an account that decreases the balance. The system
doesn't calculate fees toward this amount and doesn't reflect the adjustment on invoices.

DAR

Decreasing Adjustment Reversal. An adjustment to an account that increases the balance. The
system doesn't calculate fees toward this amount and doesn't reflect the adjustment on
invoices.
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Code

Description

Paid Agency. A payment to an outside (subcontracted) agency that is collecting payments for

PA A
your organization.
Paid Agency Reversal / Bounce. A payment by check to an outside (subcontracted) agency
PAR . e S
collecting on your organization's behalf where the check didn't clear.
PC Paid to Client. A payment to your customer, where your organization holds the account.
Paid Client Reversal / Bounce. A payment by check to your customer, where your organization
PCR .
holds the account and the check didn't clear.
PU Paid to Us. A payment sent directly to your organization.
PUR Paid Us Reversal / Bounce. A payment by check that the customer sent directly to your

organization where the check didn't clear.

Payment Status

The following table lists payment statuses and their description.

Status Description
Authorized CoIIelctor proce§sed the payment. The payment vendor authorized the payment but
hasn't charged it.
Batched Collector processed the payment. The payment vendor authorized the payment and

charged it. Collector posted the payment to payment history.

Bounced charged it, and then reversed it for a reason such as insufficient funds. Collector posted

Collector processed the payment. The payment vendor authorized the payment,

the payment reversal to payment history.

Cancel

ed A user canceled the payment before processing occurred.

Completed

Collector processed the payment. The payment vendor authorized the payment and
charged it.

Declined Collector processed the payment and the payment vendor denied or declined it.

Locked

Collector is processing the payment, or a user is editing it. If locked for an extended period
of time, it could indicate that the payment system crashed while processing the payment.
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Status Description

Collector or a user placed the scheduled payment on hold or the scheduled payment is

On Hold pending approval. Collector hasn't processed the payment.

Represent | Collector flagged the declined, voided, or bounced payment for reprocessing.

A user approved the scheduled payment and it's ready for processing on the scheduled

Scheduled payment date.
Superseded A user canceled or deleted the payment, and possibly replaced it, without canceling the
arrangement.
Voided Collector processed the payment. The payment vendor authorized the payment,

charged it, and then reversed it.

Care and Financial Hardship

Care and Financial Hardship

Use the Care and Financial Hardship panel to add or modify care or financial hardship cases for an
account. You can add multiple cases; however, once you confirm a case, you cannot add more cases.
You must have the Care and Financial Hardship Panel Permission.

Suspension of collection activity

Latitude places a hold on accounts with confirmed customer care or financial hardship to suspend all
collection activity. When you close a care or financial hardship case and no others exist on the account,
Latitude removes the account hold and collection activity resumes.

Add a Care or Financial Hardship Case

Use the Add Care/Financial Hardship Case dialog box to add a care or financial hardship case for the
account displayed in the Work Form.

To add a care or financial hardship case

1. Inthe Task Panel navigation tree, click Care and Financial Hardship.

Date Open Status Date Closed Care Type Financial Hardship
o 016 Care Typ Not in Car ) ed b .
1/04/21 are Type Not in Care Fi = l'.l'." Unemployed No Bens Contact Methods  Special
Haraship Requirements
iy @Ed Severity o . Letter
+add  @Edt | @Help Y Proof Required Telephone Braille

Descriptior Not in Care Requested sMs Large Print
Received Email Audio Files
Description Unemployed - No Fax
Benefits

Required
Requested
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Add Care/Financial Hardship Case

Care Case

Care Type

Required

Financial Hardship

Required
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Methods

& Letter

7 Telaphone
# SMS

« Email

7 Fax

Snecial

Braille
Large Type
Audio File

Cance!

@ Help

Care Type: Type of care, such as long-term illness or literacy issues. If the Have Consent check

box is selected, this list box contains all available care types. If the Have Consent check box is
cleared, this list box contains only care types that don't require consent.

Note: The first time you add a care record to an account, this list box contains all available care

types.

The following boxes appear when you select "prison" from the Care Type list box:

Prison Name: Name of the prison where the person is incarcerated.

Prison Number: Person's prison identification number.

Sentence Date: Person's sentencing date.
Release Date: Person's prison release date.

Prison Informant: Person or system that notified you of the person's imprisonment.

Care Type Hold Days: Number of days to place the account on hold to suspend collection activity.
Latitude populates this box with the default value for the selected care type.

Severity: Level of severity (1-10) for the care type. Latitude populates this box based on the

selected care type.

Description: Description of the care case. Latitude populates this box based on the selected care

type.

Have Consent: If selected, you have consent from the customer to discuss the care case. If
cleared, the system only displays care types that don't require consent.

Confirmed Care: If selected, you confirmed the care case. The system places a collection hold on
the account and sets the expiration date based on the number of days set for the care type. You
cannot add other care cases. If cleared, the system doesn't place a collection hold on the account.

Proof Required: If selected, your organization requires proof of the care issue and you cannot

clear this check box.
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Proof Requested: If selected, your organization requested proof of the care issue. If your
organization configured the Care Type code to require proof, this check box appears.

Proof Received: If selected, your organization received proof of the care issue. If you select the
Proof Requested check box, this check box appears.

Financial Hardship: Type of financial hardship, such as unemployment or illness.

Hardship Type Hold Days: Number of days to place the account on hold to suspend collection
activity. Latitude populates this box with the default value for the selected financial hardship

type.

Description: Description of the financial hardship. Latitude populates this box based on the
selected financial hardship type.

Proof Required: If selected, your organization requires proof of the financial hardship and you
cannot clear this check box.

Proof Requested: If selected, your organization requested proof of the financial hardship. If your
organization configured the Hardship Type code to require proof, this check box appears.

Proof Received: If selected, your organization received proof of the financial hardship. If you
select the Proof Requested check box, this check box appears.

Contact Methods: If selected, you can contact the customer using the specified contact method.
Latitude requires you to select at least one contact method.

Special Requirements: If selected, the customer has a special-needs requirement for contact.

Hold Days: Number of days to place the account on hold to suspend collection activity. When you
select the Confirmed Care check box, Latitude populates this box with the default value. If you
have the appropriate permissions, you can override this value. Latitude uses the hold days value
to calculate the hold release date. When the hold release date expires, Latitude removes the hold
on the account.

Times in Care: Number of times the customer has been in care. Latitude sums the number of care
records added for the customer to calculate this value.

Status: Status of the care or financial hardship case, such as proof confirmed or proof not
required. If you select "closed," Latitude changes the closed date to the current date.

Comments: Notes regarding the care or financial hardship case.

3. Complete the information and then click Save.

Modify a Care or Financial Hardship Case

Use the Edit Care/Financial Hardship Case dialog box to modify a care or financial hardship case for the
account displayed in the Work Form.

To modify a care or financial hardship case

1. Inthe Task Panel navigation tree, click Care and Financial Hardship.
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Date Open Status Date Closed Care Type Financial Hardship
01/04/2016 Care Type Not in Care “'-_r-:i Unemployed No Bans Contact Methods  Special
Hardship Requirements
iy @edit Severity o . Letter
+add e © Help Y Proof Required Telephone Braille
Descriptior Not in Care Requested SMS Large Print
Received Email Audio Files
Description Unemployed - No Fax
Benefits
nser
- Expiration Date  30/04/2016

Times in Care [i] Status

eroof Required Closed Date

Requested

Comment

2. Inthe data grid, click a case and then click Edit.

Edit Care/Financial Hardship Case

Care Financial Hardship

Contact Special
Care Type v Financia Unemployed No Ber ¥ e e

Hardshi & Letter Braille
l.nl—_T'l.| e Hold | o ye | 30 # Telephone Large Type
Days # SMS Audio File
Severity _ « Emalil
’ nemployed - No Benefits

¥ Fax

Description Not in Care Proof Required
o Requested
Have Consent Received 30
Confirmed Care
v

Proof Required

Requested

Times in Care

Comments

Cancel 9 Help

Care Type: Type of care, such as long-term illness or literacy issues. If you select the Have
Consent check box, this list box contains all available care types. If you clear the Have Consent
check box, this list box contains only the care types that don't require consent.

Care Type Hold Days: Number of days to place the account on hold to suspend collection activity.
Latitude populates this box with the default value for the selected care type.

Severity: Level of severity (1-10) for the care type. Latitude populates this box based on the
selected care type.

Description: Description of the care case. Latitude populates this box based on the selected care
type.

Have Consent: If selected, you have consent from the customer to discuss care information. If
cleared, the system only displays care types that don't require consent.

Confirmed Care: If selected, you confirmed that the account is in care. The system places a
collection hold on the account and sets the expiration date based on the number of days set for
the care type. You cannot add other care cases. If cleared, the system doesn't place a collection
hold on the account.

Proof Required: If selected, your organization requires proof of the care issue and you cannot
clear this check box.
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162

Proof Requested: If selected, your organization requested proof of the care issue. If your
organization configured the Care Type code to require proof, this check box appears.

Proof Received: If selected, your organization received proof of the care issue. If you select the
Proof Requested check box, this check box appears.

Financial Hardship: Type of financial hardship, such as unemployment or illness.

Hardship Type Hold Days: Number of days to place the account on hold to suspend collection
activity. Latitude populates this box with the default value for the selected financial hardship

type.

Description: Description of the financial hardship. Latitude populates this box based on the
selected financial hardship type.

Proof Required: If selected, your organization requires proof of the financial hardship and you
cannot clear this check box.

Proof Requested: If selected, your organization requested proof of the financial hardship. If your
organization configured the Hardship Type code to require proof, this check box appears.

Proof Received: If selected, your organization received proof of the financial hardship. If you
select the Proof Requested check box, this check box appears.

Contact Methods: If selected, you can contact the customer using the specified contact method.
Latitude requires you to select at least one contact method.

Special Requirements: If selected, the customer has a special-needs requirement for contact.

Hold Days: Number of days to place the account on hold to suspend collection activity. When you
select the Confirmed Care check box, Latitude populates this box with the default value. If you
have the appropriate permissions, you can override this value. Latitude uses the hold days value
to calculate the hold release date. When the hold release date expires, Latitude removes the hold
on the account.

Hold Days Approved: If selected, a supervisor approved the number of hold days. Latitude
requires supervisor approval when the hold days are greater than 30. Supervisors can determine
which accounts require approval using the "HoldDaysNeedApproval" condition in the Account
Analysis query tool. For more information about Account Analysis, see "Account Analysis" in the
Latitude Console documentation.

Expiration Date: Date the account hold expires and Latitude removes the hold on the account.

Status: Status of the care or financial hardship case, such as proof confirmed or proof not
required. If you select "closed," Latitude changes the closed date to the current date.

Times in Care: Number of times the customer has been in care. Latitude sums the number of care
records added for the customer to calculate this value.

Comments: Notes regarding the care or financial hardship case.

3. Modify the information and then click Save.
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Approve Care and Financial Hardship Hold Days

Use the Edit Care/Financial Hardship Case dialog box to approve a customer care or financial hardship
case with hold days that are greater than 30. Supervisors can determine which accounts require
approval using the "HoldDaysNeedApproval" condition in the Account Analysis query tool or the
WorkFlow Designer program. For more information about Account Analysis, see "Account Analysis" in
the Latitude Console documentation. For more information about WorkFlow Designer, see the
WorkFlow Designer documentation.

To approve care or financial hardship hold days

1. Inthe Task Panel navigation tree, click Care and Financial Hardship.

Date Open status Date Closed Care Type Financial Hardship
ayjo4/2016 Care Type Not in Care Elei Unemployed No Bens Contact Methods  Special
Hardship Requirements
o || @ed Severity 0 ) Letter
+add Fedit © Help ¥ Proof Required Telephone Braille
Diescriptior Not in Care e sMs Large Brint
Received Email Audio Files
Description Unemployed - No Fax
Benefits
nsent?
i - Expiration Date  30/04/2016
Times in Care a Status
Proof Required Closed Date
Requested
Comment
2. Inthe data grid, click a case and then click Edit.
Edit Care/Financial Hardship Case
Care Financial Hardship
Contact Special
Care Type v Financia Unemployed No Ber ¥ sl WL
Hardshif 7 Letter Braille
Care Type Hold | o 10 # Telephone Large Type
Days & SMS Audio File
Severity i o ¥ Email
Unemployed - No Benefits & Fax
Description Mot in Care Proaf Required
# Requested
Have Consent Received Hold Days 30
Cenfirmed Care
v
Proof Required
Requested
Expiration Date 1/05/2016
Status
Times in Care
omments
Cancel @ Help

3. Select Hold Days Approved and then click Save.
Complaints

Complaints

Use the Complaints panel to add, modify, close, and reopen complaints for an account. Users work
complaints in order based on complaint type, days until Service Level Agreement (SLA) breach, client,
debt type, owner, and priority. You must have the Complaints Panel Permission.
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Suspension of collection activity

Latitude places a hold on accounts with complaints, which suspends all collection activity. When you
close a complaint and no other active complaints exist on the account, Latitude removes the account
hold and collection activity resumes.

Add a Complaint
Use the Add Complaint dialog box to add a complaint for the account displayed in the Work Form.
To add a complaint

1. Inthe Task Panel navigation tree, click Complaints.

Summary I Investigation I Condusion _

1d  BReceived Closed Owner Category

1121 30/03/2016 Harassment

Complaint Id 1121 Date Received 30/03/2016

58 11/12/2015 14/12/2015 Balance t1d
Related Document Ic Priority 1

Owner SLA Days Remaining 53
+ Add [ Edit @ Help

Status Await External Coru ¥ SLA Days 56

Categor arassmel Y

Category Harassment Date Processed 01/04/2016

Type Human Error il

Referred By 3rd party ki

Complaint Details

Select Accounts dmam Existing Complaint Incorrect Account
2. Under the data grid, click Add.

Add Complaint
» Summary -
Document Id Date Received = Date Processed =
Owner b Priority 0 Referred By v
Status Inkniown v SLA Days Remaining 0
Category Inknown v

SLA Days 0
Type Inknown v

Complaint Details
Dissatisfaction
Grievances
« Investigation
Complaint Against Type v Complaint Against v
Investigation To Date
= Conclusion
Complaint Outcome v Complaint ¥

Justified

Root Cause ¥ _
Recourse Date
Conclusion

Compensation £ -

Cancel @ Help

I Tip: To collapse or expand a section, click the section title. I

Summary
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Document ID: Code that identifies the document to associate to the complaint.
Owner: Complaint department staff assigned to the complaint.

Status: Status of the complaint.

Category: Complaint category, such as branch or department.

Type: Type of complaint, such as human or system error.

Dissatisfaction: If selected, the customer is dissatisfied.

Grievances: List of the customer's grievances.

Date Received: Date your organization received the complaint. If an inbound document
generated the complaint, ECMS populates this date. Otherwise, you populate it.

Priority: Priority level that determines when the Complaint Department works the
complaint. Latitude populates this box.

SLA Days Remaining: Number of days remaining until you breach the Service Level
Agreement (SLA). Latitude subtracts the complaint received date from the current date to
calculate this value.

SLA Days: Number of days after receiving the complaint that you have to resolve it before
breaching the SLA. Latitude populates this box.

Complaint Details: Details regarding the complaint.

Date Processed: Date your organization processed the complaint.

Referred By: Person who referred the complaint, such as third party, client, or user.
Investigation

Complaint Against Type: Category for who or what the complaint is against, such as third
party, branch, department, or user.

Investigation to Date: Information regarding the complaint investigation from the
beginning to the current date.

Complaint Against: Who or what the complaint is against. The values available are based
on the complaint type selected.

Conclusion

Complaint Outcome: Outcome of the complaint, such as training required or disciplinary
action.

Root Cause: Root cause of the complaint.

Conclusion: Based on the investigation, the conclusion regarding the complaint.
Complaint Justified: Indicates whether the complaint is justified.

Recourse Date: Recourse approval date.

Compensation Amount: Amount of compensation the customer received.

3. Complete the information and then click Save.

165



Latitude Printable Help for Users

Modify a Complaint
Use the Edit Complaint dialog box to modify a complaint for the account displayed in the Work Form.
To modify a complaint

1. Inthe Task Panel navigation tree, click Complaints.

e[ | o

1d  BReceived Closed Owner Category

1121 30/03/2016 Harassment Complaint Id 1171 Date Received 30/03/2016
58 11/12/2015 14/12/2015 Balance D ent Id
Related document Ic Priority 1

Owner SLA Days Remaining 53
+ Add [# Edit @ Help

Status Await External Coms ¥ SLA Days 56

o . v

Category Harassment Date Processed 01/04/2016

Type Human Error v

Referred By 3rd party i

Dissatisfaction
Complaint Details

Grievances

Select Accounts mm Existing Complaint Incorrect Account
2. Inthe data grid, click the complaint and then click Edit.

Edit Complaint

* Summary -
Complaint Id 1058 Date Recelved 22/09/2014 =) Date Processed 23/09/2014 =]
Owner W Priority o Referred By 3rd party v
Status Inknown M SLA Days Remaining 42
Category Inknown W
SLA Days 0
Type Inknown ¥

X Complaint Details
Dissatisfaction

Grievances

» Investigation

Complaint Against Type v Complaint Against v

Investigation To Date

» Conclusion

Complaint Outcome v _ nm_plaum v

Root Cause v e
Date Closed

Conclusion
Recourse Date -

Cancel @ Help
I Tip: To collapse or expand a section, click the section title. I
Summary

Complaint ID: Unique code that Latitude assigns to identify the complaint.
Owner: Complaint Department staff assigned to the complaint.
Status: Status of the complaint.

Category: Complaint category, such as branch or department.
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Type: Type of complaint, such as human or system error.
Dissatisfaction: If selected, the customer is dissatisfied.
Grievances: List of the customer's grievances.

Date Received: Complaint received date. If an inbound document generated the
complaint, ECMS populates this date. Otherwise, you populate it.

Priority: Priority in which the Complaint Department works the complaint. Latitude
populates this box.

SLA Days Remaining: Number of days remaining until you breach the Service Level
Agreement (SLA). Latitude subtracts the complaint received date from the current date to
calculate this value.

SLA Days: Number of days after receiving the complaint that you have to resolve it before
breaching the SLA. Latitude populates this box.

Complaint Details: Details regarding the complaint.
Date Processed: Date your organization processed the complaint.

Referred By: Person who referred the complaint, such as third party, Capquest, client, or
user.

Investigation

Complaint Against Type: Category for who or what the complaint is against, such as third
party, branch, department, or user.

Investigation to Date: Information regarding the complaint investigation from the
beginning to the current date.

Complaint Against: Who or what the complaint is against. The values available are based
on the complaint type selected.

Conclusion

Complaint Outcome: Outcome of the complaint, such as training required or disciplinary
action.

Root Cause: Root cause of the complaint.
Conclusion: Based on the investigation, the conclusion regarding the complaint.
Complaint Justified: Indicates whether the complaint is justified.

Date Closed: Complaint closed date. When you specify the complaint outcome. Latitude
populates this box with the current date.

Recourse Date: Recourse approval date.
Compensation Amount: Amount of compensation the customer received.

3. Modify the information and then click Save.
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Select Accounts to Associate to the Complaint

Use the Complaints panel to associate other accounts to the complaint. Only accounts linked to the
account displayed in the Work Form are available for selection. You can view the complaint from any
account associated to it.

To select accounts to associate to the complaint

1. Inthe Task Panel navigation tree, click Complaints.

o [ oo

Id ®Received Closed Owner Category

1121 30/03/2016 Harassment

Complaint Td 1121 Date Received 30/03/2016
58 11/12/2015 14/12/2015 Balance D t1d
Related document Ic Priority 1
Ovener SLA Days Remaining 53
+ Add [# Edit @ Help
Status Awalt External Comu ¥ SLA Days 56
Category Harassment N Date Processed 01/04/2016
Type Human Error v

Referred By 3rd party v
Dissatisfaction
Complaint Details

Grievances

Select Accounts mm Existing Complaint Incorrect Account

2. Inthe data grid, click the complaint to associate accounts to and then click Select Accounts.

Select Accounts

Chent Red & Clier Coddie Balame Inchide
1000 CLETOMER ONE #6747
120 CUSTOMER ONE $250.00

S e @ alp
3. Select one or more accounts to associate and then click Save.

Remove a Duplicate Complaint
Use the Complaints panel to remove a duplicate complaint for the account displayed in the Work Form.
To remove a duplicate complaint

1. Inthe Task Panel navigation tree, click Complaints.

o [ | o

1d  BReceived Closed Owner Category

1121 30/03/2016 Harsssments .t 1d 1121 Date Received 30/03/2016
58 11/12/2015 14/12/2015 Balance D ent Id
Related document Ic Priority 1

Owner SLA Days Remaining 53
+ Add (& Edit @ Help

Status Await External Coms ¥ SLA Days 56

Cateoory - v

Category Harassment Date Processed 01/04/2016

Type Human Error v

Referred By 3rd party i

Dissatisfaction
Complaint Details

Grievances

Select Accounts mm Existing Complaint Incorrect Account
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2. Inthe data grid, click the duplicate complaint to remove and then click Existing Complaint.

Latitude removes the complaint.

Remove a Complaint From an Account

Use the Complaints panel to remove a complaint from the account displayed in the Work Form.

To remove a complaint

1. Inthe Task Panel navigation tree, click Complaints.

Id ®Received Closed

Owner Category

1121 30/03/2016 Harassments .. 1d
58 11/12/2015 | 14/12/2015 Balance Document Id
Related e
Owner
+Add [FEdit | @Help
Status
Category
Type

Grievances

Dissatisfaction

1121

Await External Coms ¥
Harassment v

Human Error v

Select Accounts

Date Received
Priority

SLA Days Remaining
SLA Days

Date Processed
Referred By

Complaint Details

[Eseampiingy cstno complaint

Summary I Investigation I condlesion _

30/03/2016

2. Inthe data grid, click the complaint to remove and then click Incorrect Account. Latitude

removes the complaint from the account.

Remove a Non-Complaint Document

Use the Complaints panel to remove a document that isn't a complaint document from the account

displayed in the Work Form.

To remove a non-complaint document

1. Inthe Task Panel navigation tree, click Complaints.

Id DReceived Closed Owner Category

1121 30/03/2016 Harassment Complaint Id
58 11/12/2015 | 14/12/2015 Balance Document Id
Related o :

Owner

+ Add [# Edit @ Help
Status
Category
Type

Dissatisfaction

Grievances

1121

Await External Comu ¥
Harassment v

Human Error v

Select Accounts

Date Received
Priority

SLA Days Remaining
SLA Days

Date Processed
Referred By

Complaint Details

Cksam Existing Complaint

30/03/2016

2. Inthe data grid, click the complaint to remove and then click Not a Complaint. Latitude removes
the complaint from the account and sends a message to ECMS that includes the document ID

that created the complaint.
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Close a Complaint

Use the Complaints panel to close a complaint for the account displayed in the Work Form. If you
specify a complaint outcome. Latitude closes the complaint automatically.

To close a complaint

1. Inthe Task Panel navigation tree, click Complaints.

Summary I Investigation I Condusion _

1d  BReceived Closed Owner Category

1121  30/03/2016 Harassments i 1d 1121 Date Received 30/03/2016
58 11/12/2015 14/12/2015 Balance Froe at id
Related Document Ic Priority 1

Owner SLA Days Remaining 53
+ Add [# Edit @ Help

Status Await External Comu ¥ SLA Days 56

Categor arassmel W

Category Harassment Date Processed 01/04/2016

Type Human Error v

Referred By 3rd party b

Complaint Details

Select Accounts Close Complaint
I —

2. Inthe data grid, click the complaint to close and then click Close Complaint. If you didn't specify
an outcome, an error message appears. Close the dialog box, specify an outcome, and then click

Close Complaint.

Reopen a Complaint

Use the Complaints panel to reopen a closed complaint for the account displayed in the Work Form.

To reopen a complaint

1. Inthe Task Panel navigation tree, click Complaints.

summary | Tnvestigation | Conclusion

Td  OReceived Closed Owner  Category
1121 30/03/2016 Harassment Complaint 1d s8 Date Received 11/12/2015
58 11/12/2015  14/12/2015 Balance Related | |
ocument Id Priority 1
+Add | @Help Ownes SLA Days Remaining 52
Status Unknown i SLA Days 56
Category Balance Related W Date Processed 11/12/2015
Type Unknown v
Referred By Customer ¥
Complaint Details
EOD RESDLVED. Cust wondering RS
why account is in arrears. Spoke
to Coach Gary who adv accounts  ~
Select Accounts ReOpen Exist

2. Inthe data grid, click the closed complaint to reopen and then click ReOpen.

Customers

Customers

The Customer panel displays information for the parties associated to the account displayed in the
Work Form. There is a link for each party associated to the account. When you click a party, the contact
information for that party appears. Several tabs are available to allow you to view more information for
the selected party, such as employer and spouse information.
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Contact Information

Contact Information

The Contact Information tab displays information for a party on the account displayed in the Work
Form. Latitude uses information for the current responsible party when generating items such as letters
and credit reports.

Maintain Contact Information

Use the Contact Information tab to maintain contact information for a party on the account displayed in
the Work Form.

To maintain contact information

1. Inthe Task Panel navigation tree, click Customer and then click a name.

Contact Infor mation l Employer I Spouse Infor mation I Attorney I Barkruptcy I Deceased ] Assets [ cocs _

Arrangements

Prefix: None: v 4 Add Phone Relation DEBTOR v
Care and Financial Hardship Account:
First Name Leslie Type Number Attempts Consent Status .
= Responsile:
Corrplaints Last Name zellers — e | e suthorized None
Home (610) 558-9633 -~ 0 S0a &
~ Customer Middle Name: | E * Mational Id 165449945
Suffix: X v Date OFBirth: 971071952 ]
Wiesen, Roy Email
Gender MNore v Drivers
Disputes T Address: | 44786 256TH ST License
anguage: Nome v
Legal - New Court Case Is Business e . .
e Zone Easterr
Business ALLENTOWN | PA 18101
» Letiers Name: Chserves DST: @
fe Urknown i
Payments + Goon
#dd || Save | ©rep

Prefix: Person's name prefix.
First Name: Person's first name.
Last Name: Person's last name.
Middle Name: Person's middle name.
Suffix: Person's name suffix.
I Note: To modify a party's name, you must have the Update Name Permission. I
Gender: Person's gender.

AKA Name: Other name the person uses. To modify a party's AKA name, you must have
the Update Name Alias Permission.

Is Business: If selected, the account is a business account. If the Prefix, First Name, Last
Name, Middle Name, or Suffix boxes contain data, the system clears them.

Business Name: Name of the business. Required if Is Business is selected.

Preferred Contact Method: Person's preferred method of contact (for example, email,
letter, text, or phone).

Column 2
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Type: Type of phone number (for example, home, work, cell).

Number: Person's phone number. This box can include the phone extension. If a call is on
hold, a Hold icon and a message appear next to the phone number. If the person has
multiple phone numbers of the same type (for example, home), the system displays only
one phone number for each type. To view all the phone numbers, see View Phone
Numbers for an Account.

Attempts: Number of attempts to contact the person at the corresponding phone number,
either by direct dial or the Dialer.

Consent: Icons that represent the permissions the person granted for calling the
corresponding phone number. For more information, see Phone Usage Consent Icons.

Status: Icons that represent the status of the phone number. For more information, see
Phone Number Status Icons.

Email: Person's email address. To view or modify email addresses, see Email Addresses.

Address: Person's street address, city, state, postal code, county, and country. To add or
modify an address, see Addresses.

Good/Bad/No Address: Indicates whether the address is good, bad, or blank. The label
changes based on the condition of the address. If the label reads "Good," the address is
good. If the label reads "Bad," the address is bad. If the label reads "No Address," all
address components are blank.

Column 3

Relation to Account: Person's relation to the account. For example, the person is the
primary responsible party on the account.

Is Responsible: If selected, the person is responsible for the account. For the primary party
on the account, the system selects the check box and you cannot clear it. To add
responsibility, you must have the Update Responsibility - Add Permission. To remove
responsibility, you must have the Update Responsibility - Remove Permission.

Authorized: Person for whom the party is authorized to discuss the debt and pay on the
account. For the primary party on the account, the system selects None and you cannot
clear it.

I Note: If you change the party's authorization to None, the system does the following: I

e Removes the party's address, phone, and email address from the respective
reference panels.

Prevents the dialer from initiating calls to the party.

Prevents users from requesting letters for the party. The system still processes
pending letter requests unless you delete them before the due date.

If there is an active arrangement on the account, the system prevents you
from changing the authorization to None until you delete the arrangement.

Retains previous payments, interactions, events, and notes for historical
purposes.
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National ID: Unique number the government issues to identify a person (for example,

social security number).

Date of Birth: Contact person's date of birth.

Drivers License: Contact person's driver's license number.
Language: Contact person's preferred language.

Time Zone: Time zone associated to the contact person's address.

Observes DST: If selected, the system observes daylight savings time for the contact

person's location.

2. Modify the information and then click Save.

Add a Party to an Account

Use the New Customer dialog box to add a party to the account displayed in the Work Form.

To add a party to an account

1. Inthe Task Panel navigation tree, click Customer.

Arrangements
Frefix: None \ + Add Phone Relation
Care and Financial Hardship Account;
First Name Leslia Type Number Attempts Consent Status esponsible
wiork 555555553 =] 0
Complaints Last Name Zellers o S s authorized
Home (610) 558-9633 =0 SOs O
* Customer E * Mational 1d
Suffi: I v Date Of Birth
Wiesen, Roy Emall
Gender Nore b Drivers
Disputes fddress: | 44786 256TH ST Licenss
anguage:
Legal - New Court Case Tir .
& Zore
ALLENTOMWN  PA 18101
» Letters Chsarves DST
Unknown v
Payments e

Add | | Save | @ Hep

2. Click the Contact Information tab and then click Add.

e

DEBTOR v
None

16544945

9/10/1952 B
None v
Eastern v
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New Customer

TeElx Mone L

First Mamse

Last Name:

Middle Mame

Suffi None ¥
Genaer Mone v
AKA Name:

[5 Business:

Business Name:

Relation to Account: DEBTOR T
I5 Responsible: Mo
Authorized: Davis, Willie

Authorized For All Accounts

Close 8 Help

Prefix: Person's name prefix.

First Name: Person's first name.

Last Name: Person's last name.

Middle Name: Person's middle name.

Suffix: Person's name suffix.

Gender: Person's gender.

AKA Name: Another name the person uses.

Is Business: If selected, the party is a business rather than an individual.
Business Name: Name of the business. Required if you selected Is Business.

Relation to Account: Person's relation to the account. For example, the person is the primary
responsible party on the account.

Is Responsible: If selected, the person is responsible for the account. For the primary party on the
account, the system selects the check box and you cannot clear it.

Authorized: Person for whom the party is authorized to discuss the debt and pay on the account.
This box is available when you select No in the Is Responsible box.
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Authorized For All Accounts: If selected, the party is authorized to discuss the debts and pay on
all the person's accounts. This check box is available when you select a name in the Authorized
box.

3. Complete the information and then click Save.

Flag an Account Address

Use the Contact Information tab to indicate that an address is good or bad for a party on the account
displayed in the Work Form.

To flag an account address

1. Inthe Task Panel navigation tree, click Customer and then click a name.

Contact Infor mation l Employer I Spouse Infor mation I Attorney I Barkruptcy I Deceased ] Assets [ cocs _
v

Arrangements

Prefix: None: v 4 Add Phone Relation o DEBTOR
Care and Financial Hardship Account:
First Name: Leslie Type Number Attempts Consent Status .
= Responsiole:
Work ~ 0
Corrplaints Last Name Zellers authorized Nong
Home =0 Qo088 O
» Customer Middle Name: | E * National Id 165449345
Suffix: T v Date Of Birth:  9/10/1952 ]
Wiesen, Roy Email
Gender or Drivers
Disputes AKA Name Adcress: | 44786 256TH ST License:

anguage: Nome

Legal - New Court Case §
Time Zone Easterr

ALLENTOWN | PA 18101

b Lefters Observes DST: @

Urknown

Payments

Add || Save | @rielp

Good/Bad: Indicates whether the address is good or bad. The label changes based on the
condition of the address.

2. Do the following:
e To change a "good" address to "bad," click Good.
e To change a "bad" address to "good," click Bad.

3. Click Save.

Add a Phone Number to an Account

Use the Add Phone Number dialog box to add a phone number to the account displayed in the Work
Form. To add a phone number, you need the Create Phone Numbers Permission.

To add a phone number to an account
1. Do one of the following:

e Inthe Task Panel navigation tree, click Customer and then click a name. In the Contact
Information tab, click Add Phone.

¢ In the Reference Panel navigation bar, click Available Panels and then click Phones. In
the Phones panel, in the Panel toolbar, click Add Phone.

The Add Phone Number dialog box appears.
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Add Phone Number

||i|. --_."I'l:-l:i-._- - v

Consent To Call Granted
ent To Auto Dial Granted
Granted

nsent To FAX Granted

Cance @ Help

Phone Number: Person's phone number, including the country code. You can select the country
from the list box or type a plus sign (+) and then the country code (for example, "+44" for United
Kingdom).

Phone Extension: Phone extension.

Type: Type of phone number.

Status: Status of the phone number.

Customer on Account: Customer on the account.

Name: Name of the person associated to the phone number.
On Hold: If selected, the phone number is on hold.

Hold Expiration Date: Date the hold expires. If you don't specify a date, the hold remains until
you clear the On Hold check box or remove the hold using another process.

Consent To Call: If selected, the person granted permission to call this phone number.

Consent To Auto Dial: If selected, the person granted permission to call this phone number using
a dialer campaign.

Consent To SMS: If selected, the person granted permission to send a text message to this phone
number.

Consent to fax: If selected, the person granted permission to send a fax to this phone number.
Obtained From: Person who granted or denied permission to contact this phone number.

Method: Indicates whether the person granted permission verbally or in writing.
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Comment: More information regarding the phone number.

2. Complete the information and then click Save.

Modify a Phone Number on an Account

Use the Edit Phone Number dialog box to modify phone information for a party on the account
displayed in the Work Form. To modify phone numbers, you need the Update Phone Numbers
Permission. To modify phone consent options, you need the Change Phone Consent Permission. The
system records phone number changes in the Notes panel.

Note: If the system administrator enabled the Mask Phone Numbers Permission, the system
replaces all or parts of the phone number with asterisks (*), depending on the configuration.

To modify a phone number on an account
1. Do one of the following:

¢ In the Task Panel navigation tree, click Customer and then click a name. The Contact
Information tab appears.

E—— e e e e |

Arrangements

Prefix: Nane v + Add Phonz Relation to DEBTOR v
Care and Financial Hardship Account:

First Name slie Type Number Attempts Consent Status

Lesl R emp s Respansle
Work 55555555555 ~ 0 S
Complaints Last Name Zellers = Authorized Hone
Haomea {610) 558-9633 -~ 0 SOs O

v Customer Middle Name: | £ * National Id 165449945

Suffix: I v Date Of Birh:  9/10/1952 i

Wlesen, Roy Email

Gender None v Drivers

Disputes KA Name Adcess | 447p5 256THST License
Language: MNone v

Is Business

Legal - New Court Case .
Tirme Zone Eastern v

Business ALLENTOWN | PA 18101
» Letiers Narme; Observes DST: ¥

Preferred Unkngwn M

Contact
Payments Meathod.  Good

Add || sae | @rep

¢ Inthe Reference Panel navigation bar, click Available Panels and then click Phones. The
Phones panel appears.

[ Available Panels

+ add Phone O Help
Number Type Consent Status Customer Attempts  Last Attempt. Name ©On Hold Hold Expiration Date
A\ (610) 557-8455 (On Hold) - ] Dugan, Susan 0 A 4/22/15
2. Click the arrow next to the phone number and then click Edit.
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Edit Phone Number

+ 161053587744 -

Customer o Aocount Eva M Severing

wnsent To Call Granted
Consent To Auto Dial Granted
Consent To 5MS Granted

Consent Ta FAX Granted

Methad \Written » Werbal -
Cancel @ Help

Phone Number: Person's phone number, including the country code. You can select the country
from the list box or type a plus sign (+) and then the country code (for example, "+44" for United
Kingdom). You cannot modify the phone number.

Phone Extension: Phone extension. You cannot modify the phone extension.

Type: Type of phone number. To modify the phone type, you must have the Update Phone Type
Permission.

Status: Status of the phone number. To modify the phone status, you must have the Update
Phone Status Permission.

Customer on Account: Customer on the account.
Name: Name of the person associated to the phone number.
On Hold: If selected, the phone number is on hold.

Hold Expiration Date: Date the hold expires. If you don't specify a date, the hold remains until
you clear the On Hold check box or remove the hold using another process.

Consent To Call: If selected, the person granted permission to call this phone number.

Consent To Auto Dial: If selected, the person granted permission to call this phone number using
a dialer campaign.

Consent To SMS: If selected, the person granted permission to send a text message to this phone
number.

Consent to fax: If selected, the person granted permission to send a fax to this phone number.

Obtained From: Person who granted or denied permission to contact this phone number.
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Method: Indicates whether the person granted permission verbally or in writing.
Comment: More information regarding the phone number.

3. Modify the information and then click Save.

Change the Status of an Account Phone Number

Use the Contact Information tab or the Phones panel to change the status of a phone number on the
account displayed in the Work Form. You must have the Update Phone Status Permission.

To change the status of an account phone number
1. Do one of the following:

¢ In the Task Panel navigation tree, click Customer and then click a name. The Contact
Information tab appears.

corrto e | B | et | ey | iy | ot | e | ==

Prefix: Nane v + Add Phona Relation to DEBTOR v
Care and Financial Hardship Account;

Arrangements

First Name elie
Leslie Type Number Attempts Consent Status Responsble
Work S5555555S: =1
Corplaints e —— Sedeeisea @ suthorized Hone
Home (610) 558-9633 - 0 [ ITT=IK. ]

* Customer Middle Name: E * National Id 165449045

Suffix: I v Date OFBirth: | 9/10/1952 i1}

wiesen, Roy Email

Gender None v Drivers

Disputes KA Name Adkess! | 44786 256TH ST License
Language: MNone: v

Is Business

Legal - New Court Case Tirm " Eastern v
e Zone: Easter

Business ALLENTOWN  PA 18101
¥ Letters Name: Observes DST: ¥

Preferred Unknown v

Contact
Payments Method v Good

Add || Save | @Help

¢ Inthe Reference Panel navigation bar, click Available Panels and then click Phones. The
Phones panel appears.

[ Available Panels ~ Notes %
<+ Add Phone @ Help
Number Type  Consent Status Customer Attempts Last Attempt  Name On Hold Hold Expiration Date
£\ (610) 557-8455 (On Hold) - (7] Dugan, Susan 0 A 4/22/15

2. Click the arrow next to the phone number and then click the status (Good or Bad).

Dial a Phone Number

Use the Contact Information tab or the Phones panel to dial a phone number on the account displayed
in the Work Form. You can dial a phone number directly from the Work Form under the following
conditions:

e Dialer is present.
e Useris not on a call currently through manual or campaign dialing.

e Consent To Call option is selected, indicating that the person granted permission to call the
phone number.

e Phone status is "Good."
To dial a phone number

1. Do one of the following:
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¢ Inthe Task Panel navigation tree, click Customer and then click a name. The Contact

Information tab appears.

e

Arrangements

Care and Financial Hardship

Complaints

* Customer

Wiesen, Roy

Disputes

Legal - New Court Case

¥ Letters

Payments

Prefix

First Name

Last Name:

Middle Name:

Suffix:

Gendar

BKA Name:

Is Business:

Business
Name;

Preferred
Contact
Method:

Nane

Unknown

v

L1 |

# Add Phane

Type Number
Work

Homa

Email

Address:

55555555555

(610) S58-9633

44786 256TH ST

ALLENTOWN Pa

v Good

Sae | @Heb

Attempts Consent Status

|0 <

- 0 G088 @
*

18101

Relation o
Account:

s Respansile:
suthorized
National Id
Date Of Birth
Drivers
License:
Language:
Time Zane

Observes DST:

DEBTOR v
None

165449945

9/10/1952 ]
Mone v
Eastern bl

v

¢ In the Reference Panel navigation bar, click Available Panels and then click Phones. The
Phones panel appears.

[ Available Panels » Notes % Phones X
‘ <+ Add Phone @ Help
Number Type Consent Status Customer Attemipts  Last Attempt Name On Hold Hold Expiration Date
A\ (610) 557-8455 (On Hold) - %] Dugan, Susan 0 A 4/22/15

Add a Phone Contact Result

2. Click the arrow next to the phone number and then click Dial Number. If the conditions for
dialing a phone number are met, Latitude places the call.

Use the Contact Information tab or the Phones panel to add the result of contacting a phone number
on the account displayed in the Work Form. The system records these changes in the Notes panel.

To add a phone contact result
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Do one of the following:

¢ Inthe Task Panel navigation tree, click Customer and then click a name. The Contact

Information tab appears.

Contact Information I Emplayer I Spouse Information I Attorney I Bankruptcy I Deceased I Assets ] cces _

Arrangements

Care and Financial Hardship

Complaints

* Customer

Wiesen, Roy

Disputes

Legal - New Court Case

¥ Letters

Payments

Prefii:
FrstName
Last Name:
Middle Name:
Suffix:
Gendar

£KA Name

Preferred
Contact
Method

Mane:

Leslie

Zellers

Unknown

v

+ Add Phone

Type Number
work

Home

Email

Address:

55555555555

(610) S58-9633

44786 256TH ST

ALLENTOWN | PA

v Good

Sae | @Heb

Attempts Consent Status
-0 <
~| 0 SOB8 @
*
18101

Ralation to
Account:

Is Responsible
Authorized
National Id

Date Of Birth:

Drivers
License

Language:

Time Zone

Observes DST:

DERTOR v
None

165449945

9/10/1952 ]
Mone v
Eastern v

k4

¢ In the Reference Panel navigation bar, click Available Panels and then click Phones. The
Phones panel appears.
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[ Available Panels =
+ Add Phone @ Help
Number Type  Consent Status Customer Attempts Last Attempt  Name On Hold Hold Expiration Date
A\ (610) 557-8455 (On Hald) - (] Dugan, Susan 0 A 4/22/15

2. Click the arrow next to the phone number and then click the contact result. For example, No
Answer, Line Busy, Bad Number, Left Message Person, and Left Message Machine.

Phone Number Status Icons

The status indicates the state of an account phone number. The following table lists the phone number
status icons and their description.

Icon Description

The status of the phone number is unknown.

The phone number is bad.

a0 [0

The phone number is good.

A The phone number is on hold.

Phone Usage Consent Icons

Phone Usage Consent icons represent the permissions the customer granted or denied for a phone
number. The following table lists the phone usage consent icons and their description. A green icon
indicates that the customer granted permission and a red icon indicates that the customer denied
permission.

Icon Description

® &  [Indicates whether the customer granted permission to call this phone number.

oGy [ndicates whether the customer granted permission to call this phone number using a dialer.

=s= [Indicates whether the customer granted permission to fax this phone number.

F* Indicates whether the customer granted permission to text this phone number.

Maintain Employer Information

Use the Employer tab to maintain employment information for a party on the account displayed in the
Work Form.

To maintain employer information
1. Inthe Task Panel navigation tree, click Customer and then click a name.

2. Click the Employer tab.
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Contact Infice mation I Errployar I Spouse Inforation I AtDeney I Bankrupiry I Deceased I Assats 'I cocs |
* Customer

Marme Verified

Comment:
Legal - 123 Address
» Leters
Payments
Save @ Help

Name: Name of customer's employer.
Address: Employer's street address, city, state, postal code, county, and country.

Verified: If selected, you verified the employer's information. If you change any of the employer's
information, the system clears the check box and you have to reverify the information.

Comment: Comments regarding the person's employer.

3. Complete the information and then click Save.

Maintain Spouse Information

Use the Spouse Information tab to maintain spousal information for a party on the account displayed in
the Work Form.

To maintain spouse information
1. Inthe Task Panel navigation tree, click Customer and then click a name.

2. Click the Spouse Information tab.

Contact Information I Employer I Spouse Information I Attorney I Bankruptcy I Deceased I Assels I Cces I
= Customer
MName: Comment:
Sampson, Sam
Employer:
Legal - 1234 .
Address:
v Letters
Payments
Save 9 Help

Name: Name of the customer's spouse.

Employer: Name of the spouse's employer.

Address: Spouse's employer's street address, city, state, postal code, county, and country.
Comment: Comments regarding the spouse or the spouse's employer.

3. Complete the information and then click Save.
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Maintain Attorney Information

Use the Attorney tab to maintain attorney information for a party on the account displayed in the Work
Form.

To maintain attorney information
1. Inthe Task Panel navigation tree, click Customer and then click a name.
2. Click the Attorney tab.

Contact Information [ Employer I Spouse Information I Attomey I Bankrupbcy l Deceased I Assats I CoCs -
Phon

| Save || Delete ©Hep
Name: Name of the attorney.
Firm: Name of the attorney's legal firm.
Address: Attorney's street address, city, state, postal code, county, and country.
Phone: Attorney's phone number.
Email: Attorney's email address.
Fax: Attorney's fax number.
Comment: Comments regarding the attorney.
3. Do one of the following:
e To add or modify attorney information, complete the information and then click Save.
e To remove the attorney from the account, click Delete and then, in the confirmation
dialog box, click OK.
Bankruptcy

Bankruptcy

Use the Bankruptcy tab to maintain bankruptcy information for a party on the account displayed in the
Work Form. The system recognizes an account as being in bankruptcy when you provide the chapter,
case number, and date filed.
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Maintain General Bankruptcy Information

Use the Bankruptcy General tab to maintain general bankruptcy information. Some information on this
tab is available for use in merge letters.

To maintain general bankruptcy information

1.
2.
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In the Task Panel navigation tree, click Customers and then click a name.

Click the Bankruptcy tab and then click the Bankruptcy General tab.

Contact Information I Employer I Spouse Information I Aftorney I Bankruptcy I Deceased I Assets I cces I
* Customer
Bankruptcy Genera Bankruptcy Court Bankruptcy Trust Bankruptcy C ts
Sampson, Sam 3 1 ‘ ankruptcy Cour [ ankruptcy Trustee ” ankruptcy Commen 1
None v Proof of Claim: =]
Legal - 1234
Nor Creditor Meeting: By o)
b Letters
Case Number: Confirm Hearing: e
FPayments Date Filed:
At e =] Discharge Date: b
Status None v
1' - Dismissal Date: ez
Notice =]

Received

Save @ Help

Chapter: Bankruptcy chapter number. The information available on the Bankruptcy General tab
is based on the bankruptcy chapter selected.

Converted Chapter: If the customer filed bankruptcy under a different chapter originally, the
original bankruptcy chapter number.

Case Number: Case number the court assigned to the bankruptcy.

Date Filed: Date the customer filed the case with the bankruptcy court.

Status: Status of the bankruptcy.

Notice Received: Date the client received a notice that the customer filed for bankruptcy.
Proof of Claim: Date the client sent a proof of claim to the court.

Creditor Meeting: Date and time of the creditor meeting.

Confirm Hearing: Date the court set the confirmation hearing.

Discharge Date: Date the court discharged the bankruptcy.

Dismissal Date: Date the court dismissed the bankruptcy.

Has Asset: If selected, indicates that the customer has assets to secure the debt. This check box
displays for chapter 7 only.

Method: Method through which the court discharges account. This list box displays for chapter 7
only. Valid values are:

None: Customer didn't specify a method.

No Intention to Reaffirm: Customer or the customer's attorney didn't file.
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Reaffirmation: Customer reaffirmed the debt under new terms. The following boxes appear
when you select this option:

¢ Reaffirmation Amount: Amount that the customer reaffirmed to pay.
e Reaffirmation Filed Date: Date the customer filed the reaffirmation with the court.
¢ Reaffirmation Terms: Agreed upon terms of the reaffirmation.

Surrender: Customer chose to surrender collateral. The following boxes appear when you select
this option:

e Surrender Date: Date the customer surrendered the item.

e Surrender Method: Indicates how the customer surrendered the item (for example,
shipped or picked up).

¢ Auction House: Name of the auction house that auctioned the surrendered item.
e Auction Date: Date the auction house auctioned the surrendered item.

e Auction Amount: Amount the auction house received for the surrendered item.
e Auction Fee: Fee the auction house charged for auctioning the surrendered item.
e Auction Amount Applied: Amount of the auction funds applied to the account.

Voluntary: Customer chose to pay off the debt voluntarily, possibly under new terms, without
officially filing through the court. The following boxes appear when you select this option:

¢ Voluntary Date: Date the customer volunteered to pay off the debt.
¢ Voluntary Amount: Amount the customer volunteered to pay.
e Terms: Terms of the voluntary payment agreement.

Claim Type: Indicates whether the debt is secured, unsecured, or split. This list box displays for
chapters 11, 12, and 13 only.

Secured Amount: Amount of the debt that is secured. This box displays for chapters 11, 12, and
13 only.

Unsecured Amount: Amount of the debt that is unsecured. This box displays for chapters 11, 12,
and 13 only.

Secured Plan Percent: Percentage of the secured amount for which the customer remains
responsible. This box displays for chapters 11, 12, and 13 only.

Unsecured Plan Percent: Percentage of the unsecured amount for which the customer remains
responsible. This box displays for chapters 11, 12, and 13 only.

3. Complete the information and then click Save.

Maintain Court Information

Use the Bankruptcy Court tab to maintain court information. Some information on this tab is available
for use in merge letters.

To maintain court information
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1. Inthe Task Panel navigation tree, click Customers and then click a name.
2. Click the Bankruptcy tab and then click the Bankruptcy Court tab.

[ Contact Information I Employer I Spouse Information I Aftorney I Bankruptcy I Deceased I Agsets I oocs I

= Customer

Bankruptcy Trustee ] Bankruptcy Comments ‘

[ Bankruptcy General Bankruptcy Court l

Sampson, Sam

District:

Legal - 1234

Division:
b Letters

Address
Payments

Court Phone:

Save © Help

District: Court district.

Division: Court division.

Address: Court's street address, city, state, postal code, county, and country.
Court Phone: Court phone number.

3. Complete the information and then click Save.

Maintain Trustee Information

Use the Bankruptcy Trustee tab to maintain trustee information. Some information on this tab is
available for use in merge letters.

To maintain trustee information
1. Inthe Task Panel navigation tree, click Customers and then click a name.

2. Click the Bankruptcy tab and then click the Bankruptcy Trustee tab.

[t | o | o e | e | soseomes [ ovaems | o [ == I

= Customer

Bankruptcy General Bankruptcy Court Bankruptcy Trustee Bankruy; Comments
et e o A e —— |

Name: Is Scheduled
Legal - 1234 ~ )

e Creditor Mesting; =] @
b Letters Location
Payments

Trustee Phone:

Save | @ Help

Name: Trustee's name.
Address: Trustee's street address, city, state, postal code, county, and country.
Trustee Phone: Trustee's phone number.

Is Scheduled: If selected, the court scheduled a creditor meeting.
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Creditor Meeting: Date and time of the creditor meeting.
Location: Location of the creditor meeting.

3. Complete the information and then click Save.

Maintain Bankruptcy Comments

Use the Bankruptcy Comments tab to maintain bankruptcy comments. Information on this tab is not
available for use in merge letters.

To maintain bankruptcy comments
1. Inthe Task Panel navigation tree, click Customers and then click a name.

2. Click the Bankruptcy tab and then click the Bankruptcy Comments tab.

[ Contact Information I Employer I Spouse Information I Aftorney I Bankruptcy I Deceased I Assets I cces I
* Customer
Sampson, Sam [ Bankruptcy General ” Bankruptcy Court ” Bankruptcy Trustee ” Bankruptcy Comments ‘
Comment:

Legal - 1234

* Letiers

Payments

Save © Help

3. Inthe Comment box, type a comment and then click Save.

Maintain Deceased Information

Use the Deceased tab to maintain information regarding a deceased party on the account displayed in
the Work Form. If your organization installed an import interface, the system imports information into
this panel. Otherwise, you can add the information manually.

To maintain deceased information
1. inthe Task Panel navigation tree, click Customer and then click a name.

2. Click the Deceased tab.

Contact Information I Employer I Spouse Information I Attorney I Bankruptcy I Deceased I Assels I cccs _

State None Executor of Estate Court

* Customer

Sampson, Sam
Postal Code Name: District:

Legal - 1234 Addre:

b Letters Death:

Payments Claim
Deadline;

B B B (@

Phone:

LSe @b
State: State where the customer's death occurred.
Postal Code: Postal code (for example, postal code) where the customer's death occurred.

Birth: Customer's date of birth.
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Death: Customer's date of death.
Claim Deadline: Deadline for filing a claim against the customer's estate.
Date Filed: Date the client filed a claim against the customer's estate.
Case Number: Claim case number.
Executor of Estate
Name: Name of the executor of the customer's estate.
Address: Executor's street address, city, state, postal code, county, and country.
Phone: Executor's phone number.
Fax: Executor's fax number.
Court
District: Court district handling the customer's estate.
Division: Court division handling the customer's estate.
Address: Court's street address, city, state, postal code, county, and country.

Phone: Court's phone number.

3. Complete the information and then click Save.

Maintain Assets

Use the Assets tab to maintain assets for a party on the account displayed in the Work Form.

To maintain assets
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In the Task Panel navigation tree, click Customer and then click a name.

2. Click the Assets tab.

T e -

Asset Name / Title Asset Type Current Value Lien Amount Description

~ Customer

Sampson, Sam

2011 Chevy Equinox AUTO 20000 v 10000 v Great condition Edit | Delete

Legal - 1234
b 2006 Harley_Davidson AUTO 8000 v 0 Excellent condition Edt | Delete

» Letters

Payments Add ® Help

Asset Name/Title: Name or description of the asset.
Asset Type: Type of asset.

Current Value: Current value of the asset.

Is Verified: A green check mark indicates that you verified the asset value. A red "x" indicates that
you didn't verify the asset value.

Lien Amount: Amount held against the asset.

Is Verified: A green check mark indicates that you verified the lien amount. A red "x" indicates
that you didn't verify the lien amount.
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Description: More information regarding the asset.
3. To add an asset, click Add, complete the information, and then click Save.
4. To modify an asset, click Edit, modify the information, and then click Save.

5. To delete an asset, click Delete and then, in the confirmation dialog box, click OK.

Maintain CCCS Information

Use the CCCS tab to maintain Consumer Credit Counseling Service (CCCS) information for a party on the
account displayed in the Work Form. CCCS is an entity that a person engages to negotiate settlement or
payment arrangements on a debt.

To maintain CCCS information
1. Inthe Task Panel navigation tree, click Customer and then click a name.
2. Click the CCCS tab.

I Contact Information I Employer I Spouse Information I Attorney I Bankruptcy I Deceased I Assets I CCCsS _
* Customer

Company Phaone Comment:

sampson, Sam

Legal - 1234

b Letters Creditor ID!

i3

Payments

@ e
Company: Name of the customer's CCCS company.
Contact: Name of the customer's CCCS counselor.
Address: CCCS counselor's street address, city, state, postal code, county, and country.
Phone: CCCS counselor's phone number.
Fax: CCCS counselor's fax number.
Client ID: Code that CCCS assigned to identify the customer.
Creditor ID: Code that CCCS assigned to identify the collection agency.
Date Accepted: Date the CCCS counselor accepted the filing.
Amount Accepted: Amount of the debt the customer is to pay.
Comment: Comments regarding the CCCS arrangement.
3. Complete the information and then click Save.

4. To delete the information, click Delete and then, in the confirmation dialog box, click Yes.

Customer Icons

The following table lists the customer icons and their description. When applicable, these icons appear
next to the customer's name under the Customers heading in the navigation bar.
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Icon Description

This customer is the primary person on the account.

This customer is responsible for the account.

This customer has warning messages associated to the account.

Disputes

Disputes

Use the Disputes panel to add, modify, and complete debt disputes for accounts. An account can have
multiple disputes, including concurrent active ones. You or the system can move disputed accounts to a
pending dispute work queue for further processing. You must have the Disputes Panel Permission.

Suspension of collection activity

Latitude places a hold on accounts in dispute to suspend all collection activity. When you close a dispute
and no other active disputes exist on the account, Latitude removes the account hold and collection
activity resumes.

Suspension of interest calculation

Latitude suspends interest calculation for disputed accounts with interest charges on their account
balances. When you close a dispute and no other active disputes exist on the account, Latitude resumes
interest calculations.

Add a Dispute

Use the Add Dispute dialog box to add a dispute for the account displayed in the Work Form.

To add a dispute

1. Inthe Task Panel navigation tree, click Disputes.

Dispute 1D ORaceived Closed Documant Category
1 s(25(18 Inierest & Charges
+add | @Ed | @ Hep
Llose Dispatte
2. Click Add.
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Add Dispute

Dispute ID Category v " Dutcome v
Proof Required

Proof Requested

Insufficient Proof Received

Proof Received

Dispute Type Referred By v

Date Received | 19/11/2014 Recourse Date
Jate Closed Justified

Dispute Details
Dispute relates

Cancel @ Help
Dispute ID: Unique code that Latitude assigns to identify the dispute.
Dispute Type: Type of dispute, such as possible fraud or incorrect trace.

Date Received: Dispute received date.

Date Closed: Dispute closed date. When you close the dispute. Latitude populates this box with
the current date.

Dispute Relates to: Person that the dispute relates to, such as client or third party.
Category: Dispute category, such as fraud or wrong trace.

Referred By: Person who referred the dispute, such as a third party or the client.
Recourse Date: Recourse approval date.

Justified: Indicates whether the dispute is justified.

Dispute Details: Details regarding the dispute.

Outcome: Outcome of the dispute, such as account on hold or unable to resolve.
Proof Required: If selected, your organization requires proof of the dispute.

Proof Requested: If selected, your organization requested proof of the dispute.
Insufficient Proof Received: If selected, your organization received proof that is insufficient.
Proof Received: If selected, your organization received proof of the dispute.

3. Complete the information and then click Save.

Modify a Dispute
Use the Edit Dispute dialog box to modify a dispute for the account displayed in the Work Form.
To modify a dispute

1. Inthe Task Panel navigation tree, click Disputes.

Dispute 1D EReceived Chosed Document Category
1 62518 Interest & Charges
+ # Ed 7]
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2.

3.

In the data grid, click the dispute and then click Edit.

Edit Dispute

Proof Required

Proof Requested

Recourse Date Insufficient Proof Received
Proaf Recelved

Dispute ID: Unique code that Latitude assigns to identify the dispute.

Document ID: Unique code that identifies the document associated to the dispute.
Dispute Type: Type of dispute, such as possible fraud or incorrect trace.

Date Received: Dispute received date.

Date Closed: Dispute closed date. When you close the dispute. Latitude populates this box with
the current date.

Dispute Relates to: Person that the dispute relates to, such as client or third party.
Category: Dispute category, such as fraud or wrong trace.

Referred By: Person who referred the dispute, such as third party, client, or user.
Recourse Date: Recourse approval date.

Justified: Indicates whether the dispute is justified.

Dispute Details: Details regarding the dispute.

Outcome: Outcome of the dispute, such as account on hold or unable to resolve.
Proof Required: If selected, your organization requires proof of the dispute.

Proof Requested: If selected, your organization requested proof of the dispute.
Insufficient Proof Received: If selected, your organization received proof that is insufficient.
Proof Received: If selected, your organization received proof of the dispute.

Modify the information and then click Save.

Remove a Duplicate Dispute

Use the Disputes panel to remove a duplicate dispute for the account displayed in the Work Form.

To remove a duplicate dispute

1.
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In the Task Panel navigation tree, click Disputes.
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Dispube 1D EReceived Closed Document Category
1 625118 Interest & Charges
+ad  ([#Ed @ Hep

2. Inthe data grid, click the duplicate dispute to remove and then click Existing Dispute. Latitude
removes the dispute.
Remove a Non-Dispute Document

Use the Disputes panel to remove a document that isn't a dispute document from the account displayed
in the Work Form.

To remove a non-dispute document

1. Inthe Task Panel navigation tree, click Disputes.

Dispute 1D Eneceived Closed Document Category
1 625018 Interest & Charges
4284 [#Ed @ wep

2. Inthe data grid, click the dispute to remove and then click Not a Dispute. Latitude removes the
dispute from the account.
Close a Dispute
Use the Disputes panel to close a dispute for the account displayed in the Work Form.
To close a dispute

1. Inthe Task Panel navigation tree, click Disputes.

Dispute 1D Eneceived Closed Document category
1 &28018 Interest & Charges
+ad | et | @ Hep

2. Inthe data grid, click the dispute to close and then click Close Dispute.

Reopen a Dispute

Use the Disputes panel to reopen a closed dispute for the account displayed in the Work Form.

To reopen a dispute

1. Inthe Task Panel navigation tree, click Disputes.
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Disgrute 10 DR i) Chimand Ene et Catwgary

e a4 2008 AL Interest & Charges

2. Inthe data grid, click the closed dispute to reopen and then click Reopen.

Legal Case

Legal Case

Use the Legal panel to maintain court case information for customers in litigation for payment. Most of
the data is available for creating merge letters for legal documents using Letter Console.

Maintain General Legal Information

Use the General tab to maintain general legal information for the account displayed in the Work Form.
I Notes:

e Before creating a legal case, link all accounts involved in the suit and unlink those that aren't.

e After creating a legal case, don't add other accounts to the link group as the system won't
include them in the judgment. We recommend that you move the linked accounts to a desk
that doesn't allow linking (Prevent linking of accounts in this desk check box is selected) to
prevent adding accounts to the link group accidentally. For more information, see Add a
Desk, Modify a Desk, and Change a Desk Assignment.

e If you didn't link all the accounts involved in the suit or you didn't unlink accounts not involved
in the suit before creating the legal case, do the following:

e Delete the legal case. For more information, see Delete a Legal Case.

e Link the accounts involved in the suit and unlink the accounts not involved in the suit.
e (Recommended) Move the accounts to a desk that doesn't allow linking.

e Recreate the legal case.

To maintain general legal information
1. Inthe Task Panel navigation tree, do one of the following:
e To add a court case, click New Court Case.
e To modify a court case, click the court case number.

The General tab appears.
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Case Number Trial Date 53] Remarks:
Arbitration a1
Status: Unknown Yate:
B Misc Field 1:
Plaintiff: CUSTOMER OME &
Defendant: WIESEN, ROY B Misc Field 2:
Date Complaint =
Filed = Maotion Cut-off =z]
Date:
Date Answer = i
Filed Summary =]
Judgment
Service Date: i i
L Statutory =]
Sarvice Type Deadline to Try
Case:
@ He P

Case Number: Court case number.

Status: Status of the legal case.

Plaintiff: Person who filed the complaint.

Defendant: Person defending the case. This box defaults to the primary customer's name.
Date Complaint Filed: Date the Plaintiff filed the complaint with the court.

Date Answer Filed: Date the Defendant filed the response to the complaint with the court.
Service Date: Date the court served notice to the Defendant.

Service Type: Type of legal service.

Trial Date: Date and time of the trial.

Arbitration Date: Date and time of arbitration.

Discovery Cut-off Date: Deadline for discovery requests.

Discovery Reply Date: Deadline for discovery responses.

Motion Cut-off Date: Deadline for filing a motion to reopen discovery.

Summary Judgment Deadline: Deadline for filing summary judgment motions.

Statutory Deadline to Try Case: Statutory deadline for trying the case.

Remarks: Comments regarding the case.

Misc Field 1: Use this box to store whatever information you choose.

Misc Field 2: Use this box to store whatever information you choose.

2. Complete the information and then click Save.

Assign a Court

Use the Court tab to assign a court to a legal case for the account displayed in the Work Form. Specify a
court case number on the General tab before assigning a court.
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To maintain a court
1. Inthe Task Panel navigation tree, click a case number.

2. Click the Court tab.

Court: Mone Address:

Clerk:

Phone:

Misc Info:

@ Help
Court: Name of the court.
Judge: Name of the presiding judge.
Court Room: Court room where the judge presides.
Address: Court address.
County: Court county.
Clerk: Name of the court clerk.
Phone: Court clerk's phone number.
Fax: Court clerk's fax number.
Misc Info: Miscellaneous information related to the court.

3. Complete the information and then click Save.
Judgments

Judgments

Use the Judgment tab to award and reverse judgments on the account displayed in the Work Form. To
award or reverse a judgment, you must specify a court case number, assign a court name, and specify a
judgment spread.
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Specify Judgment Award Amounts

Use the Judgment tab to specify the judgment award amounts for the account displayed in the Work
Form. Ensure that you specified a case number and assigned a court. For more information, see
Maintain General Legal Information and Assign a Court.

To specify judgment Award Amounts
1. Inthe Task Panel navigation tree, do one of the following:

e To add a court case, click New Court Case, specify a court case number, and then click
Save.

e To modify a court case, click the court case number.

2. Click the Judgment tab.

Date of Judgment:

*
Judgment Awards

Date Judgment Recorded:

Accrue

Interest? Previous Balance

Judgment Book
Principal; } Principal:

Judgment Page
Interest: } Interest:

Judgment Court: R
Court Cost: } Collection Costs:
Attorney: } Bad Check Chgs:
Other 1: 1 Court Cost:
Other 2: 1 Aftorney Fees:
Other 3: ) Misc:
Other 4: Mot Used:
Other 5: Mot Used:
Miscellaneous: Transaction Charges:
Interest From Date
Interest Rate:
Total Due on Judgment: ¥ Total Balance:

A court neads ko be added to the court case in the Court tak

A Judgment Spread must be created and balanced before the judgment can be awarded

Judgment Spread Calculator Awa i @ Help Update Interest

Date of Judgment: Date the court awarded judgment. You cannot save the judgment unless you
specify this date.

Date Judgment Recorded: Date the court clerk recorded the judgment in the judgment book.
Judgment Book: Book that contains the recording information received from the court.

Judgment Page: Page that contains the recording information received from the court.
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Judgment Court: Court that awarded the judgment. The system pulls this information from the
Court tab.

Principal: Principal amount awarded in the judgment.
Interest: Interest amount awarded in the judgment.
Court Cost: Court costs awarded in the judgment.
Attorney: Attorney fees awarded in the judgment.

Other 1 through Other 5: Other fees awarded in the judgment. You can specify up to five other
fees.

Miscellaneous: Miscellaneous costs awarded in the judgment.

Interest From Date: Date to start calculating interest on the total judgment award amount at the
specified interest rate.

Interest Rate: Interest rate to use to calculate interest on the total judgment award amount.

Total Due on Judgment: Total amount that the court awarded on the judgment. The system
calculates this amount. It doesn't include fees that you apply after the judgment date (for
example, garnishment fees).

Accrue Interest: If selected, the system includes the associated money bucket when calculating
accrued interest. You cannot select or clear the Principal or Interest check boxes. If your
organization didn't map a money bucket to an award bucket, you cannot select or clear the
corresponding check box.

I Note: The system populates the following boxes and you cannot change them on this tab.
Principal: Amount of the account balance that is principal (money bucket 1).
Interest: Amount of the account balance that is interest (money bucket 2).

Transaction Charges: Amount of the account balance that is transaction charges (money bucket
10).

Note: The remaining amounts (for example, Collection Costs) are for money buckets 3 through
9. The labels vary based on how your organization set up your system. For more information,
see Maintain Money Titles.

Total Balance: Total account balance (sum of all money buckets).
3. Complete the information and then click Save.

Note: You cannot save the judgment information until you specify a case number on the
General tab, assign a court on the Court tab, and specify a judgment date on the Judgment tab.

4. Do the steps to Spread Judgment Award Amounts.

Spread Judgment Award Amounts

Use the Judgment Spread Calculator dialog box to spread a judgment award across money buckets and
any accounts linked to the account displayed in the Work Form. You can have the system spread the
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award proportionally based on existing account balances or you can specify the amount to apply to each

bucket and linked account.

To spread judgment award amounts

1. Inthe Task Panel navigation tree, do one of the following:

e To add a court case, click New Court Case, specify a court case number, and then click

Save.

e To modify a court case, click the court case number.

2. Click the Judgment tab.

s Lt | e | et | e

Date of Judgment: 10/3/2016
Date Judgment Recorded: 10/10/2016
Judgment Book: 150
Judgment Page: 20

Judgment Court: Jacksonville Court

Judgment Awards

Principal:
Interest:
Court Cost:
Attorney:
Other 1:
Other 2:
Other 3:
Other 4:
Other 5:

Miscellanecus:

Interest From Date:

Interest Rate:

Total Due on Judgment:

A Judgment Spread must be created and balanced before the judgment can be awarded.

“ Judgment Spread Caloulator

Award Judgment @ Help

3000

ACCrie

Interest?
+ Principal:
Interest:

Collection Costs:
Bad Check Chags:
Court Cost:
Aftorney Fees:
Misc:

Not Used;

Nat Used:

Transaction Charges:

Total Balance:

Previois Balance

Update Interest

3. Click Judgment Spread Calculator. The Judgment Spread Calculator dialog box appears.

Judgment Spread Calculator

Accountld  Princip Interest Court Costs  Attorney Other 1 Other 2 Other 3 Other 4 Other 5 Misc Total
% 1601 i 0 0 l 0 ) i ) 0
1600 ) ] 0 ( 0 ( 0 ] 0 U]
otal 0 0 0 0 0 0 0 ) 0 (]
Total Judgment Award
2900 100 i} 0 (] o 0 0 o 3000
Distribute Proportionally Clear “ Cancel @ Help
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200

Note: If the total amount for a specific column is greater than or less than the judgment
amount awarded, the total box for that column appears with a red background.

Account ID: Unique code that the system assigned to identify the account. If a Link icon displays
next to an account, the account is the driver (main) account in the group of joined accounts.

I Notes: I

e If the awarded amount is 100% of the amount owed, the system populates the
following boxes with the amounts that exist on the account currently in the
corresponding buckets.

e If the awarded amount is less than 100% of the amount owed, the system
spreads the amount proportionally across the linked accounts and populates
the following boxes with those amounts.

e The system applies awarded fees and costs to the link driver account only.

e If your organization didn't map a money bucket to an award bucket, you cannot
specify a spread amount for that money bucket.

Principal: Amount of the award to apply to the Latitude money bucket that your organization
mapped to the Principal award bucket.

Interest: Amount of the award to apply to the Latitude money bucket that your organization
mapped to the Interest award bucket.

Court Costs: Amount of the award to apply to the Latitude money bucket that your organization
mapped to the Court Costs award bucket.

Attorney: Amount of the award to apply to the Latitude money bucket that your organization
mapped to the Attorney award bucket.

Other 1: Amount of the award to apply to the Latitude money bucket that your organization
mapped to the Other 1 award bucket.

Other 2: Amount of the award to apply to the Latitude money bucket that your organization
mapped to the Other 2 award bucket.

Other 3: Amount of the award to apply to the Latitude money bucket that your organization
mapped to the Other 3 award bucket.

Other 4: Amount of the award to apply to the Latitude money bucket that your organization
mapped to the Other 4 award bucket.

Other 5: Amount of the award to apply to the Latitude money bucket that your organization
mapped to the Other 5 award bucket.

Misc: Amount of the award to apply to the Latitude money bucket that your organization mapped
to the principal judgment award bucket.

Total: Total judgment amount awarded for the account.

Total (row): Total judgment amount awarded for each column. If the total amount for a specific
column is greater than or less than the amount awarded, the total box for that column appears
with a red background.
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Total Judgment Award section - The system populates this section using the values you specified
on the Judgments tab.

Principal: Judgment amount awarded for principal.

Interest: Judgment amount awarded for interest.

Court Costs: Judgment amount awarded for court costs.

Attorney: Judgment amount awarded for attorney costs.

Other 1 through Other 5: Judgment amount awarded for other costs.
Misc: Judgment amount awarded for miscellaneous costs.

[Column] Total: Total Judgment amount awarded.

[Row] Total: Total Judgment amount awarded.

4. Do one of the following:

e To spread the award proportionally, click Distribute Proportionally. The system

calculates the spread based on the account balances and populates the boxes
accordingly.

Judgment Spread Calculator

Accountld Principal Interest Court Costs  Attorney Other 1 Other 2 Other 3 Other 4 Other 5 Misc Total
% 1601

1600 Las ; ;

Total a0t 10 [

Total Judgment Award

Distribute Proportionally Clear Save Cancel 9 Help

e To specify the amount of the award to apply to each bucket and each linked account,
type the amounts in the boxes.

Note: If the total amount to apply doesn't equal the total judgment amount awarded, the
boxes appear in red and you cannot save your changes.

5. Click Save.
6. On the Judgment tab, click Save.

7. Do the steps to Award a Judgment.

Award a Judgment

Use the Judgment tab to award judgment on the account displayed in the Work Form. You cannot
award a judgment until you specify a judgment spread. For more information, see Spread Judgment

Award Amounts. You must have the Award/Reverse Judgment Permission and Judgment Award Bucket
Mappings Permission.

To award a judgment
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1. Inthe Task Panel navigation tree, do one of the following:

e To add a court case, click New Court Case, specify a court case number, and then click
Save.

e To modify a court case, click the court case number.

2. Click the Judgment tab.

Date of Judgment: 10/3/2016
Judgment Awards
Date Judgment Recorded: 10/10/2016 Accrue
Interest? Previous Balance
Judgrment Book. 150
Principal: 2900 # Principa
Judgment Page 20 .
Interest: 100 Interest:
REVEE e Court Cost: 1] Collection Costs:
Attorney: 0 Bad Check Chgs:
Other 13 0 Court Cost:
Other 2: o Attorney Fees:
Other 3: o Misc:
Other 4: o Not Used:
Other 5: o Naot Used
Miscellaneous: 0 Transaction Charges:
Interest From Date
Interest Rate: o
Total Due on Judgment: 3000 Total Balance
Save Judgment Spread Caloulator Award Judgment @ Help Update Interest
3. Click Award Judgment. A confirmation dialog box appears.
I Note: You cannot award the judgment until you specify a judgment spread. I

4. Click OK. The system populates the money buckets in the Previous Balance column on the
Judgment tab with the spread amounts.
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Date of Judgment: 10/3/2016

Judgment Awards - Judgment Awarded
Date Judgment Recorded:| 10/10/2016

Imtrl;:ﬁ Previous Balance
Judgment Book: 150
Principal: 2900 | Principal: 800
Judgment Page: 20
) : Interest: 100 Interest: o
Judgment Court: Jacksonville Court Court Cost: 0 Collection Costs: 0
Attorney: 0 Bad Check Chas: 0
Other 1: LY Court Cost: o
Other 2: 0 Attorney Fees 0
Other 3: 0 Misc: o
Other 4: 0 Mot Used: o
Other 5: 0 Not Used: o
Miscellaneous o Transaction Charges: 0
Interest Fram Date:
Interest Rate: 0
Total Due on Judgment 3000 Total Balance: 5600
Judgment Spread Calculator Reverse Judgment @ Help Update Interest

Note: Custodian updates the interest on the linked accounts in the judgment when the nightly
process runs. However, you can update the interest immediately. For more information, see
Update Interest on Linked Accounts in a Judgment.

Reverse a Judgment

Use the Judgment tab to reverse judgment on an appealed case or when the court entered the
judgment in error for the account displayed in the Work Form. You must have the Award/Reverse
Judgment Permission and Judgment Award Bucket Mappings Permission.

To reverse a judgment
1. Inthe Task Panel navigation tree, do one of the following:

e To add a court case, click New Court Case, specify a court case number, and then click
Save.

¢ To modify a court case, click the court case number.

2. Click the Judgment tab.
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EaEmEmE—pem

Date of Judgment: 10/3/2016

Judgment Awards - Judgment Awarded
Date Judgment Recorded:| 10/10/2016

Accrue -
Judgment Book: 150 Interest? Previous Batance
Principal: 2900 « Principal: 5800
L = Interest: 100 Interest: 0
Judgment Court: Jacksonville Court Court Cost: o Collection Costs: 0
Aftorney: 0 Bad Check Chas: 0
Other 1: 0 Court Cost: 0
Other 2: 0 Attorney Fees: 0
Other 3: 0 Misc: 0
Other 4: 0 Mot Uised: 0
Other 5: 0 Not Used: 0
Miscellaneous: o Transaction Charges: o
Interest Fram Date:
Interest Rate: 0
Total Due on Judgment: 3000 Total Balance: 5800
Judgrment Spread Calculator Reverse Judgment 9 Help Update Interest

3. Click Reverse Judgment. A confirmation dialog box appears.

4. Click OK. The system clears the money buckets in the Previous Balance column on the Judgment
tab and reverts the values on the account to their pre-judgment award amounts.
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Date of Judgment: 10/3/2016
Judgment Awards

Date Judgment Recorded:  10/10/2016 A

corue
Previous Balance
Interest?

Judgrmient Boaok .
Principal: 200K + Principal

Judgment Page 20
Interest: 100 Interest:

Judgment Court: Jacksomvlle Court

: i ! Court Cost: C Collection Costs:
Attormey: O Bad Check Chgs:
Other 1: ' Court Cost:
Other 2: a Attorney Fees:
Other 3: L Misc:
Other 4: O Mot Used
Other 5: L Not Used
Miscellanecus: C Transaction Charges:
Interest From Date
Interest Rate C
Total Due on Judgment: 3000 Total Balance
Save Judgment Spread Calculator Award Judgment @ Help Update Interest
S

Update Interest on Linked Accounts in a Judgment

Use the Judgment tab to update interest on the linked accounts in an awarded judgment. Custodian
updates the interest when the nightly process runs. However, you can update the interest immediately.
You must have the Update Interest Permission.

To update interest on linked accounts in a judgment
1. Inthe Task Panel navigation tree, do one of the following:

e To add a court case, click New Court Case, specify a court case number, and then click
Save.

e To modify a court case, click the court case number.

2. Click the Judgment tab.
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Date of Judgment: 10/3/2016
Judgment Awards

Date Judgment Recorded:  10/10/2016 A

corue
Previous Balance
Interest?

Judgrmient Boaok .
Principal: 200K + Principal

Judgment Page 20
Interest: 100 Interest:

Judgment Court: Jacksomvlle Court

: i ! Court Cost: C Collection Costs:
Attormey: O Bad Check Chgs:
Other 1: ' Court Cost:
Other 2: a Attorney Fees:
Other 3: L Misc:
Other 4: O Mot Used
Other 5: L Not Used
Miscellanecus: C Transaction Charges:
Interest From Date
Interest Rate C
Total Due on Judgment: 3000 Total Balance
Save Judgment Spread Calculator Award Judgment @ Help Update Interest
S

3. Click Update Interest. A confirmation dialog box appears.

4. Click OK. The system updates the interest for all the linked accounts in the judgment.
Garnishments

Garnishments

Use the Garnishments tab to maintain wage garnishments for the account displayed in the Work Form.
To award or reverse a judgment, you must specify a court case number, assign a court name, and specify
a judgment spread.

Add a Garnishment

Use the New Garnishment dialog box to add a wage garnishment for the account displayed in the Work
Form.

To add a garnishment
1. Inthe Task Panel navigation tree, click a case number.

2. Click the Garnishment tab.
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[ [ [ ] e [ e

e} Case Number Garnishment Case NMumber: * Principal Amount: £ 0
Date Filed: ]
= & Pre-judgment Interest: | £ 5
Expires:
Post-judgment Interest: | g 0
Service Date: =
Cost: £ 0
Garnishee: Other Amounts: 3 0
Company:
Total Amount: E [
Address:
Contact:
Phone
Fax:
Email:
L O e

3. Click Add New.

New Garmishment

Garmishment Case Nurmbser:

i

Date Filed: /042016

EE

Expires: 04/04/2016

Service Date: D0 2016
Principal Amount: i
Pre-judgrment Interest: o
Post-judgment Interest: 0
Cost: 0
Cther Amounts 0

Toktal Armount: 0

Garnishee:

Close © Help

Garnishment Case Number: Court case number for the garnishment.
Date Filed: Date the client filed the garnishment with the court.
Expires: Date the garnishment ends.

Service Date: Date the court served the garnishment summons.
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Principal Amount: Initial amount of money the garnishment is to repay.

Pre-judgment Interest: Interest that accrued before you went to court to obtain a judgment
against the customer.

Post-judgment Interest: Interest on the judgment that accrues from the time the court clerk
records the judgment until the customer pays the debt.

Cost: Costs for filing the garnishment, such as filing fees, that you can recover.

Other Amounts: Other costs related to the garnishment, such as processing fees, that you can
recover.

Total Amount: Total amount of the garnishment. This amount includes the principal amount,
interest, costs, and other amounts.

Company: Company to whom the court issued the garnishment summons.
Address: Garnishee's street address, city, state, postal code, county, and country.
Contact: Name of the contact person at the company.

Phone: Contact person's phone number.

Fax: Contact person's fax number.

Email: Contact person's email address.

4. Complete the information and then click Save.

Modify a Garnishment

Use the Garnishment tab to modify a wage garnishment for the account displayed in the Work Form.

To modify a garnishment
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B Case Number Garnishment Case Number: 5544 Principal Amount: [ 1000000
g9 5544
Diate Filed: 42042015 =] T
= Pre-judgment Interest: § 100006
Expires: 2
Post-judgment Interest: & 100.00
Service Date: 420,21 =]
5 500.00
Garnishee: Other Amounts: 3 0.00
Company: | ABC Employe
Total Amount: 3 10700.00
Address: 1000 Main St
lacksomille FL 32

Add New || Save  Delete @ Help

Garnishment Case Number: Court case number for the garnishment.
Date Filed: Date the client filed the garnishment with the court.
Expires: Date the garnishment ends.

Service Date: Date the court served the garnishment summons.
Principal Amount: Initial amount of money the garnishment is to repay.

Pre-judgment Interest: Interest that accrued before you went to court to obtain a judgment
against the customer.

Post-judgment Interest: Interest on the judgment that accrues from the time the court clerk
records the judgment until the customer pays the debt.

Cost: Costs for filing the garnishment, such as filing fees, that you can recover.

Other Amounts: Other costs related to the garnishment, such as processing fees, that you can
recover.

Total Amount: Total amount of the garnishment. This amount includes the principal amount,
interest, costs, and other amounts.

Company: Company to whom the court issued the garnishment summons.
Address: Garnishee's street address, city, state, postal code, county, and country.
Contact: Name of the contact person at the company.

Phone: Contact person's phone number.

Fax: Contact person's fax number.

Email: Contact person's email address.
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4. Complete the information and then click Save.

Delete a Garnishment
Use the Garnishment tab to delete a garnishment for the account displayed in the Work Form.
To delete a garnishment

1. Inthe Task Panel navigation tree, click a case number.

2. Click the Garnishment tab.

B Case Number Garnishment Case Number:| 5544 Principal Amount: 5 10000, B0
] 5544
Date Filed: 4/20/2015 =]
s W20/2015 = Pre-judgment Interest: & 100,00
Expires: 42042015 =
Post-judgment Interest: § 100.00
Service Date: 4/20/2015 =]
Cost: - 500.00
Garnishee: Other Amaunts: g
Company: | ABC Employer
Total Amount: [ 10700.00
Address: | 1000 main st
Jacksomville FL 32256
Duval 154
Contact: Matt Matthews
Phone: 5555555555
Fax;
Email:

Add New Save | Delete @ Help

3. Click the garnishment case number and then click Delete.

4. Inthe Confirmation dialog box, click OK.
Accounting

Accounting

Use the Accounting tab to maintain legal accounting information for the account displayed in the Work
Form.

View Legal Accounting Information

Use the Accounting tab to view legal accounting information for the account displayed in the Work
Form.

To view legal accounting information
1. Inthe Task Panel navigation tree, click a case number.

2. Click the Accounting tab.
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ID Item Date Description Debit Credit Inv Edit Del Type Code/Description: v
13 4/20/15 FILING FEES EXPENDED $1,000.00 $0.00 N . i
Agency Id/Name: A
14 4/20f15 INVESTIGATOR FEES 5£100.00 $0.00 N
Alpha Code: Created Date
Balance: $1,100.00

AIM Unique Id: AIM Ivoice Id:
[ AddNew | @ Help

ID: Code that identifies the transaction.

Item Date: Date the transaction occurred.

Description: Ledger account associated to the transaction.

Debit: Debit amount associated to the transaction.

Credit: Credit amount associated to the transaction.

Inv: Indicates whether the system invoiced the transaction.

Balance: Sum of the transaction amounts. If the system enclosed the balance in parentheses, the
balance is a debit (or decreasing) amount. Otherwise, the balance is a credit (or increasing)
amount.

The following information comes from the AIM program:

Type Code\Description: Unique code that identifies the ledger account and a description
of the ledger account.

Agency ID\Name: Unique numeric code and name that identify the outside agency or
attorney that holds the account.

Alpha Code: Alphanumeric code that identifies the outside agency or attorney that holds
the account.

AIM Unique ID: Unique code that identifies the AIM transaction.
Created Date: Date the system or a user created the transaction in AIM.

AIM Invoice ID: Unique code that identifies the AIM invoice that included the transaction.

Add a Legal Ledger Item

Use the New Legal Ledger Entry dialog box to add a legal ledger item for the account displayed in the
Work Form.

To add a legal ledger item
1. Inthe Task Panel navigation tree, click a case number.

2. Click the Accounting tab and then click Add New.
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New Legal Ledger Entry

ftem Date; 11/z0/2013 %
Entry Types:

i Debit: (decreases [ expenditures and costs incurred)
Credit: (increases § costs advances)

Amaunt: 0 =
(does not affect Debtors Account balance)
Legal Ledgar Type:

AlM Agency: Hane [

AIM Unigue Id:

AIM Involoe 1d:

Close 8 Help

Item Date: Date the transaction occurred.

Entry Types: Indicates whether the ledger item is a debit or credit.

Amount: Debit or credit amount associated to the ledger item.

Legal Ledger Type: Type of ledger account.

AIM Agency: Name of the outside agency or attorney that holds the account.

AIM Unique ID: Unique code that identifies the AIM ledger item.

AIM Invoice ID: Unique code that identifies the AIM invoice that included the ledger item.

3. Complete the information and then click Save.

Modify a Legal Ledger Item

Use the Edit Legal Ledger Entry dialog box to modify a legal ledger item for the account displayed in the
Work Form.

To modify a legal ledger item
1. Inthe Task Panel navigation tree, click a case number.

2. Click the Accounting tab.

[ [ [ [ s | ==

ID Item Date Description Debit Credit Inv Edit Del Type Code/Description: A
13 4/20/15 FILING FEES EXPENDED $1,000.00 $0.00 N . .
Agency Id/Name: =
14  4/20/15 INVESTIGATOR FEES S$100.00 $0.00 N
Alpha Code: Created Date:
Balance: $1,100.00
AIM Unigue Id: AIM Invoice Id:

[ AddNew | @ Help
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3. Click an item in the data grid and then, in the Edit column, click the plus sign (+).

Edit Legal Ledger Entry

Item Date: AN e
Entry Types:
Debit: (decreases [/ expenditures and costs incurred
redit: (increases [ costs advances)

Armount: )

% 1

(does not affect Debtors Account balance
Legal Ledger Type: FILING FEES EXPENDED v

Save Close @ Help

Item Date: Date the transaction occurred.

Entry Types: Indicates whether the ledger item is a debit or credit. You cannot modify the entry
type. You can, however, delete the item on the Accounting tab and add a new one.

Amount: Debit or credit amount associated to the ledger item.

Legal Ledger Type: Type of ledger account.

AIM Agency: Name of the outside agency or attorney that holds the account.

AIM Unique ID: Unique code that identifies the AIM ledger item.

AIM Invoice ID: Unique code that identifies the AIM invoice that included the ledger item.

4. Modify the information and then click Save.

Delete a Legal Ledger Item

Use the Accounting tab to delete a legal ledger item for the account displayed in the Work Form.

To delete a legal ledger item
1. Inthe Task Panel navigation tree, click a case number.

2. Click the Accounting tab.
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General ” Court ” Judgment H Garnishment l Accounting
Type Code/Description: | gp1 FiLING FEES EXPENDED
Agency Id/Name: 1 -1 || Collections Flus Services
Balance: $100.00 Alpha Code: Created Date: | 11/20/2013
AIM Unique Id: 123 AIM Invoice Id: | 4567

MdNE\H( @ Help
3. Click an item in the data grid and then, in the Del column, click the minus sign (-).

4. In the confirmation dialog box, click OK.

Delete a Legal Case

Use the General tab to delete a legal case for the account displayed in the Work Form. You cannot
delete a legal case with an awarded judgment; however, you can reverse the judgment and then delete
the legal case. To delete a legal case, you must have the Delete Legal Case permission.

To delete a legal case

1. Inthe Task Panel navigation tree, click the court case number. The General tab appears.

oo T e [ [ e

Case Number: BEFTS44 Trial Date: =z] Remarks:
Status: Suit Filed Arbitration ]
Date:
Plaintiff: CUSTOMER ONE Discovery Cut- o Misc Fleld 1:
Defendant: WIESEN, ROY off Date:
Discovery Reply ald 7
Date Complaint | 10/31/2016 [ :‘IaTcL_O =Y a Misc Field 2:
Fled: Motion Cut-off oo
Date Answer 11/1/2016 Date:
Filed:
Summany [z
Service Date: =) Judg n'c-n?:
Deadline
Service Type: £
C T T n th pro a r CoL r Ol t I o be lir
Save @ Help Deleta
2. Click Delete and then, in the confirmation dialog box, click OK.
Letters
Letters

Use the Letters panel to request letters, view pending letter requests, delete pending letter requests,
and view letter request history. You can also suspend and release a pending letter request. The letters
available to you are based on settings in Letter Console. To print a requested letter, use Letter Console.
For more information, see the Letter Console documentation.

Request a Letter

Use the Request Letter panel to request a letter for one or more parties associated to the account
displayed in the Work Form. The system restricts the available letters to those letters allowed for the
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account and client. You must have the Request Permission to request a letter. You must have the Linked
Letters Permission to specify the linked accounts to include when requesting a linked letter.

To request a letter

a.

1.

2.

3.

In the Task Panel navigation tree, click Letters and then click Request Letter. The data grid
displays the letters that are available for the account.

Code Type Description Sender: GSadmin E
00000 DUN MewlLstterTemplate Recipient: WIESEN. ROY T
9 1 DUM First MNotice _ =
Send Date: A/ 29/2016 =
2 SIF SIF
% 3 PPA Payment Reminder Subject Party: WIESEN, ROY N
e PPS MultiPart SIF
@ Help

Link Icon (Go ): Indicates that the letter can include information for linked accounts.
Code: Code that identifies a letter.

Type: Type of letter. For more information, see Letter Types.

Description: Description of the letter.

Sender: Person sending the letter.

Recipient: Person receiving the letter.

Send Date: Date to send the letter.

Subject Party: Person the letter is regarding.

Count: Number of payments (up to 25) to show in the letter. This box appears for a multipart SIF
letter only.

Amount: Payment amount due. This box appears for payoff, settlement, payment reminder, and
NITD letters.

Due Date: Date the payment is due. This box appears for payoff, settlement, payment reminder,
and NITD letters.

In the data grid, select the letter to request. The information available is based on the letter
selected. For example, some letters require payment amounts and dates.

If you selected a multipart SIF letter, do the following:

In the Count box, type or select the number of payments to show in the letter. Amount and Due

Date boxes appear in the data grid for the number of payments specified.

b.

Specify a payment amount and due date for each payment. The due dates must be at least one

day apart. If an amount is zero when you click to send the request, the system deletes it from the data
grid and doesn't include it in the letter.
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C. To delete a payment, in the data grid, click the Delete icon. In the confirmation dialog box, click
Yes.

4. Complete the information and then click Send Request. The letter request appears in the
Pending Letters panel.

Note: The Select Accounts dialog box appears when the account is a linked account, the letter
is a linked letter, and your organization configured the Linked Letters permission.

5. If the Select Accounts dialog box appears, do the steps to Select Accounts. The letter request
appears in the Pending Letters panel of each linked account that you select.

Note: The linked letter request feature is available beginning in SU 04 and doesn't affect letter
requests created before upgrading to SU 04.

Select Accounts

Use the Select Accounts dialog box to select multiple linked accounts for which to change the account

status or request a letter, depending on which task you are performing. This dialog box displays for
linked accounts.

To select accounts
1. Do one of the following:

e Change an Account Status

e Request a Letter

The Select Accounts dialog box appears.

Select Accounts

Has Active

+ File# Account Status Bala Arrang 7 Client Patient Name Date of Service Contract Date  Chargeoff Date
¥ 1005 7738201009121 D ss0.00 0000001 5/15/09 Y3y
¥ 1206 TRIBI0665544 & s2s0.00 0000002 5/19/09

» Adva

Save Close @ Help

Note: If closed accounts are excluded from the list, a check mark in a red box appears (as
shown in the example). If closed accounts are included in the list, an X in a blue box appears.

2. Do one of the following:

e Toinclude closed accounts in the list, click the check mark in the red box. An X in a blue
box appears in place of the check mark.

e To remove closed accounts from the list, click the X in the blue box. A check markin a
red box appears in place of the X.

3. To select the accounts for which to change the status or request a letter, do one of the
following:

e Toinclude all the linked accounts, select the check box next to Select/Deselect All in the
column heading.
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e To exclude all the linked accounts (except the account you are working), clear the check
box next to Select/Deselect All in the column heading.

e Toinclude an individual linked account, select the corresponding check box.
e To exclude an individual linked account, clear the corresponding check box.
4. To specify advanced options, do the following:

a. Click Advanced. The advanced options appear.

= Advanced
Client: - Patient: - Service Date: ]

Apply Clear

b. To include accounts for a specific client, in the Client list box, click the client name.

c. Toinclude accounts for a specific medical patient, in the Patient list box, click the
patient name.

d. Toinclude accounts for a specific date that the patient received medical care, in the
Service Date list box, click the service date.

e. Click Apply.

5. Click Save. If you are changing the status and the selected accounts have an active payment
arrangement, a confirmation dialog box appears. Click OK.

The system either changes the status of the specified accounts or requests a letter for the
specified accounts, depending on what action lead you to this dialog box.

View Pending Letter Requests

Use the Pending Letters panel to view pending letter requests for the account displayed in the Work
Form. When the letter due date arrives, the letter is available to send using Letter Console.

To view pending letter requests

1. Inthe Task Panel navigation tree, click Letters and then click Pending Letters.

Method Code Type  Description Due Date Sender Recipient State
% Print 1 DUN First Motice 4/29/16 as WIESEN, ROY Pending
0 Help

Link Icon (GO ): Indicates that the letter can include information for linked accounts.
Method: Method for delivering the letter.

Code: Code that identifies the letter.

Type: Type of letter requested.

Description: Description of the letter.

Due Date: Date the letter is due to send.
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Sender: Person sending the letter.
Recipient: Person receiving the letter.
State: Status of the letter request.

2. Toview details for a letter request, in the data grid, click the letter and then click Details. The
Details View dialog box appears.

Details View

1 Requester GSadmin
1 Sender: gs
Print Error Indicator:
able: No Amount Dus: 2900
& Requested: 9/6/16 Due Date 9/6/16
sed: 9/6/16 Deleted No
SHREIM, HENRY
1600, 1601

Charged Off Bucket Snapshot (at ime of printing)

Collection Bad Check Attorney Transaction
Client Ref # Client Code  Principal  Interest  Costs Chgs Court Cost Fees Misc Charges
1600 0000012 $2,900.00 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00
1601 0000012 §2,900.00 £0.00 S0.00 £0.00 $0.00 £0.00 $0.00 £0.00 $0.00 §0.00
Close @ Help

Delete a Pending Letter Request

Use the Pending Letters panel to delete a pending letter request for the account displayed in the Work
Form. To delete a pending letter request, you must have the Delete Request permission.

To delete a pending letter request

1. Inthe Task Panel navigation tree, click Letters and then click Pending Letters.

Method Code Type  Description Due Date Sender Recipient State
% Print 1 DUN  First Notice 4/29/16 gs WIESEN, ROY Pending

Details Hold | Delete = @ Help

2. Inthe data grid, click the letter and then click Delete.

3. Inthe confirmation dialog box, click OK. The system records the deleted letter request in the
Letter History panel.

Suspend a Pending Letter Request

Use the Pending Letters panel to place a hold on a pending letter request for the account displayed in
the Work Form. You cannot send a letter or delete a letter request while it is on hold. To place a letter
request on hold, you must have the OnHold Request permission.

To suspend a pending letter request

1. Inthe Task Panel navigation tree, click Letters and then click Pending Letters.
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Method Code Type  Description Due Date Sender Recipient State
% Frint 1 DUN  First Notice 4/29/16 gs WIESEN, ROY Pending

Details || Hold | Delete = @ Help

In the data grid, click the letter and then click Hold. The status of the letter request changes to
"Held."

Release the Hold on a Pending Letter Request

Use the Pending Letters panel to release the hold on a pending letter request for the account displayed
in the Work Form. Once released, you can delete the letter request, or, if the letter due date is on or
before the current date, send the letter using Letter Console.

To release the hold on a pending letter request

1.

In the Task Panel navigation tree, click Letters and then click Pending Letters.

Sender Recipient State

Method Code Type Description Due Date
Held

Print 1 DUN First Notice 4/20/15 g5 DUGAN, SUSAN

Details Release Delete @ Help

In the data grid, click the letter and then click Release. The status of the letter request changes
to "Pending."

View Letter Details

Use the Details View dialog box to view the details for a pending or historical letter for the account
displayed in the Work Form.

To view letter details

1.

In the Task Panel navigation tree, do one of the following:

e For a pending letter, click Letters and then click Pending Letters. The Pending Letters
panel appears.

e For a historical letter, click Letters and then click Letter History. The Letter History panel
appears.

In the data grid, click a letter and then click Details.

219



Latitude Printable Help for Users

Details View

Letter Code: 1 Requester GSadmin
Lstter Type 1 Sende as

Method: Print

vailable: No
sted: 9/6/16

Ima

Dat sed: 9/6/16 Deleted No
Recipient: SHREIM, HENRY
File #'s 1600, 1601
Charged Off Bucket Snapshot (at time of printing)
Collection Bad Check Attorney Transaction
Client Ref # Client Code  Principal  Interest Costs Chgs Court Cost Fees Misc Charges
1600 0000012 $2,900.00 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00
1601 0000012 §2,900.00 £0.00 S0.00 £0.00 S0.00 £0.00 $0.00 £0.00 $0.00 §0.00

Letter Code: Code that identifies the letter.

Letter Type: Type of letter requested.

Method: Method for delivering the letter (for example, print, email, fax).

Image Available: Indicates whether an electronic image of the letter is available to view.
Date Requested: Date a user requested the letter.

Date Processed: Date a user sent the letter.

Recipient: Person who received the letter.

File #'s: System-assigned file numbers of the accounts included in the letter.

Requester: Person who requested the letter.

Sender: Person who sent the letter.

Error Indicator: Indicates that an error occurred when generating a letter in Letter Console. For
example, if the letter contains an incomplete address, an error occurs.

Amount Due: Payment amount due.

Due Date: Payment due date.

Deleted: Indicates whether you canceled the pending letter request.
Client Ref #: Unique code that the system assigned to identify the account.
Client Code: Unique code that your organization assigned to identify the client.
Principal: Past due principal amount.

Interest: Past due interest amount.

Collection Costs: Past due collection costs.

Bad Check Chgs: Past due bad check charges.

Court Cost: Past due court costs.

Attorney Fees: Past due attorney fees.

Misc: Past due miscellaneous charges.
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Transaction Charges: Past due transaction charges.

View Letter History

Use the Letter History panel to view the letters that a user requested for the account displayed in the
Work Form. An "x" in the last column of the data grid indicates that a user deleted the letter request
before sending the letter.

To view letter history
1. Inthe Task Panel navigation tree, click Letters and then click Letter History.

Method Code Type Description Date Requested Date Sent Sender Recipient Subject
% Print 1 DUM  First Notice 4/29/16 4/29/16 qs WIESEN, ROY WIESEM, ROY
% Print 1 DUN  First Notice 4/29/16 as WIESEN, ROY WIESEN, ROY [

Defails | @ Help

Link Icon (00 ): Indicates that the letter can include information for linked accounts.
Method: Method for delivering the letter (for example, print, email, fax).

Code: Code that identifies the letter.

Type: Type of letter requested.

Description: Description of the letter.

Date Requested: Date a user requested the letter.

Date Sent: Date a user sent the letter.

Sender: Person who sent the letter.

Recipient: Person who received the letter.

Subject: Person the letter is regarding.

Note: If a Trash Can icon appears in the last column, a user deleted the letter request before
sending the letter.

2. Toview details for a letter request, in the data grid, click the letter and then click Details. The
Details View dialog box appears.

Letter Types

The following table lists the types of system-created letters that are available. For more information, see
the Letter Console documentation.

Letter Type Description
Dunning Initial letter sent to the customer that contains balance and client information.
Settlement Letter offering settlement terms to the customer.
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Letter Type Description

Payoff Letter to the customer confirming payoff of entire balance.

Payment Reminder |Letter reminding the customer to submit a payment.

Multi-Part Letter confirming agreement with the customer to settle the balance following a
Settlement payment schedule.
NITD Notice of Intent to Deposit. Letter to notify the customer that your organization is

depositing a post-dated check or paper draft.

Customer Letter  [This letter type is not in use.

Attorney Letter Letter to your organization's forwarding attorney regarding the customer.

Reference Panels

Reference Panels

The Reference panels allow you to view reference information for the account displayed in the Work
Form. This section contains a Reference Panel navigation bar, which allows you to open the panels. It
also contains the Reference Panel toolbar, which provides options for the selected panel. Once you
open a panel, a tab displays on the Reference Panel navigation bar. You can have multiple panels open
at once and use the tabs to move between panels.

The Notes and Interactions panels are available to all users. The remaining panels available to you are
based on how your organization configured the Reference Panels Permission.

[ Available Parek = I Notes %

+ Add Note | 4+ Review Note | Q Joined Account Created By | 4l Claar Filters @Hehp
Epate Account User Action Result Comment Private?
4/27/12 1:07 pm 1008 FUSION SEND SEND Equifax FirstSearch Service data ordered on 04/27/2012. Current Balance = 476.55
4/27/12 1:07 pm 1005 FLISION SEND SEND Equifax FirstSearch Service data ordered on 04/27/2012. Current Balance = 1307.21
2/11/11 10:13 am 1005 EXCHAMGE-S co co NEW BIZ IMPORT
2/11/11 10:13 am 1008 EXCHANGE-S o co MEW BIZ IMPORT

Addresses
Addresses

Use the Address panel to view, add, and modify addresses for the account displayed in the Work Form.

222



Latitude Printable Help for Users

View Addresses

Use the Address panel to view addresses associated to the account displayed in the Work Form. You can
filter the addresses that display based on one or more criteria.

To view addresses

1. Inthe Reference Panel navigation bar, click Available Panels and then click Address.

l Available Panels = . Income And Expenditure 3¢ I Address X
* Add | (& Edit Filter By: Party Type Status Clear Filters
| @ Help
Party Type  Flags Status Source Confirmation Source Address Line 1 Address Line 2 City/ Town County  PostCode  Country
Vanner, Yseult HOME ACP LNKNOWN MIGRATION 79 Rusridge Rd. Warwickshire LH3 SIW
Vanner, Yseult HOME C UNKNOWN  MIGRATION 58 Quarterstaff St. Pence Springs Essex FSB 3A5
Vanner, Yseult HOME C UNKNOWN = MIGRATION 4394 Wailawa Esplanade Sweetwater Leicestershire KMI1R 2EE

Party: Person associated to the address.

Type: Type of address, such as home or work.

Flags: Flags set for the address. Valid values are:
A = Active (address is in use)
C = Correspondence (users and the system can send correspondence to this address)
P = Primary (address is the primary address on the account)

Status: Status of the address, such as good, bad, or unknown.

Source: Source who provided the address, such as customer, client, or credit bureau.

Confirmation Source: Source who confirmed the validity of the address.

Address line 1: Person's address line 1.

Address line 2: Person's address line 2.

City/Town: Person's city or town.

County: Person's county.

Post Code: Person's postal code.

Country: Person's country.

2. To display addresses that meet specific criteria only, do one or more of the following:

e To limit the addresses to a specific person on the account, in the Party box, click the
person's name.

¢ To limit the addresses to a specific type, in the Type box, click the address type.
e To limit the addresses to a specific status, in the Status box, click the status.
Only the addresses that match the selected criteria appear in the panel.

I Tip: To clear the filters and display all addresses, click Clear Filters. I
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Add an Address

Use the Add Address dialog box to add an address for the account displayed in the Work Form. You
must have the Address Maintenance Permission.

To add an address

224

1.

In the Reference Panel navigation bar, click Available Panels and then click Address.
l Available Panels = . Income And Expenditure 3¢ I Address X
+ Add | [ Edit Filter By: Party Type Status Clear Filters
| @ Help

Party Type  Flags Status Source Confirmation Source Address Line 1 Address Line 2 City/ Town County  PostCode  Country
Wanner, Yseult HOME ACP UNKENOWN MIGRATION 79 Rusridge Rd. Warwickshire LH3 STW
Vanner, Yseult HOME C UNKNOWN MIGRATION 58 Quarterstaff St Pence Springs Essex F58 3A5
Vanner, Yseult HOME C UNKNOWN = MIGRATION 4394 Wailawa Esplanade Sweetwater Leicestershire KMI1R 2EE

In the Reference Panel toolbar, click Add.

Add Address

Address Owner Vanner, Yseult Address Line 1

Type of Address v Address Line 2

Status of Address v City / Town

Source v i

County
Confirmation v

Post Code
Active

Primary Country

Correspondence

@ Hep Cancel

Address Owner: Person associated to the address.

Type of Address: Type of address, such as home or work.

Status of Address: Status of the address, such as good, bad, or unknown.
Source: Source who provided the address, such as customer, client, or credit bureau.
Confirmation: Source who confirmed the validity of the address.

Active: If selected, the address is in use.

Primary: If selected, the address is the primary (main) address on the account.
Correspondence: If selected, you can send correspondence to this address.
Address line 1: Person's address line 1.

Address line 2: Person's address line 2.

City/Town: Person's city or town.

County: Person's county.

Post Code: Person's postal code.
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Country: Person's country.

3. Complete the information and then click Save.

Modify an Address

Use the Edit Address dialog box to modify an address for the account displayed in the Work Form. You

must have the Address Maintenance Permission.

To modify an address

1. Inthe Reference Panel navigation bar, click Available Panels and then click Address.

[ Available Panels = l Income And Expenditure 3¢ I Address X
4 Add | [ Edit Filter By: Party Type Status Clear Filters
| @ Help
Party Type  Flags Status Source confirmation Source Address Line 1 Address Line 2 City/ Town County  PostCode  Country
Vanner, Yseult HOME ACPF LNKNOWN MIGRATION 79 Rusridge Rd. Warwickshire LH3 SIW
Vanner, Yseult HOME C UNKNOWN  MIGRATION 58 Quarterstaff St. Pence Springs Essex FSB 3A5
Vanner, Yseult HOME C UNKNOWN = MIGRATION 4394 Wailawa Esplanade Sweetwater Leicestershire KMI1R 2EE

2. Inthe data grid, click the address and then, in the Reference Panel toolbar, click Edit.

Edit Address
Type of Address Home v Address Line 1 79 Rusridge Rd.
s of Address Good ¥ Address Line 2
Source ent v
ure lient City/Town Warwickshire
Confirmation Client v
County
Active
Post Codh H3 OTW
Primary = LH3 91w
Correspondence ) Country

Save

Type of Address: Type of address, such as home or work.

Status of Address: Status of the address, such as good, bad, or unknown.

@ Help Cancel

Source: Source who provided the address, such as customer, client, or credit bureau.

Confirmation: Source who confirmed the validity of the address.

Active: If selected, the address is in use.

Primary: If selected, the address is the primary (main) address on the account.
Correspondence: If selected, you can send correspondence to this address.
Address line 1: Person's address line 1.

Address line 2: Person's address line 2.

City/Town: Person's city or town.

County: Person's county.
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Post Code: Person's postal code.
Country: Person's country.
3. Modify the information and then click Save.

Note: If the person whose address you modified has other accounts, Latitude updates the
address on those accounts also.

AlM

AIM

Use the AIM panel to view information from the Agency Interface Module (AIM) program. AIM allows
you to track and maintain information for the accounts that clients placed with outside collection
agencies or attorneys.

View General AIM Information

Use the General tab in the AIM panel to view general information pulled from the AIM program for the
account displayed in the Work Form.

To view general AIM information
1. Inthe Reference Panel navigation bar, click Available Panels and then click AIM.

2. Inthe AIM panel, click the General tab.

Available Panels « I AIM Panel X

@ Help
General V History ” Requests/Notifications ‘ Arrangements ” Work Efforts I
Agency/Attorney Name Not Currently Placed
AgencyfAttorney AlphaCode Mot Currently Placed
Agency/Attorney ID Mot Currently Placed
Agency/Attorney Tier Mot Currently Placed
Has Acknowledged Placement Mot Currently Placed
Current Fee Status Mot Currently Placed
Current Final Recall Objection Status Mot Currently Flaced
Last Placed On Mok Currently Placed
Last Recalled On MNever Recalled
Next Automatic Pending Recall On Not Currently Placed
Next Automatic Final Recall On Mot Currently Placed
Placed Balance $0.00
Current Balance $917.54

Agency/Attorney Name: Name of the outside collection agency or attorney where the client
placed the account.

Agency/Attorney AlphaCode: External code that identifies the outside collection agency or
attorney where the client placed the account. The system uses this code when creating files and
folders for the agency or attorney.

Agency/Attorney ID: Code that the system assigns to identify the outside collection agency or
attorney where the client placed the account.
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Agency/Attorney Tier: Number used to group the outside collection agency or attorney where
the client placed the account based on performance or preference.

Has Acknowledged Placement: Indicates whether the outside collection agency or attorney
confirmed receipt of the account.

Current Fee Status: Fee schedule or commission percentage for applying commissions.

Current Final Recall Objection Status: Indicates whether the system received a final recall
objection from the outside collection agency or attorney.

Last Placed On: Date the client last placed the account with an outside collection agency or
attorney.

Last Recalled On: Date the system last recalled the account from the outside collection agency or
attorney.

Next Automatic Pending Recall On: Date of the next automatic pending recall.
Next Automatic Final Recall On: Date of the next automatic final recall.

Placed Balance: Balance on the account when the client placed the account with the outside
collection agency or attorney.

Current Balance: Current account balance.

View AIM History

Use the History tab in the AIM panel to view transaction history pulled from the AIM program for the
account displayed in the Work Form.

To view AIM history

1.
2.

In the Reference Panel navigation bar, click Available Panels and then click AIM.

In the AIM panel, click the History tab.

I Available Panels = l Motes % ATM Panel %

+ Create Request ‘ @ Help

General History H Requests/Notifications l Arrangements Work Efforts

Transaction Type Agency/Attorney Date Message Balance

Export Demographic Address Update a4 Hlpm & 1/27/2014 Processed, no errors. $191.00

Export Demaographic Phone Update i 1/27/2014 Frocessed, no errors. £191.00

Import Notes sl tisn M S 1/27/2014 Processed, no errors. £1,040.96

Import Requests and Responses T T T g e 1/27/2014 Frocessed, no errors. $1,234.68

Export Assets wli Teterar g T 1/27/2014 Frocessed, no errors. %1,234.68

2 3 4 3 6 Next
Transaction Type: Type of AIM transaction.

Agency/Attorney: Outside collection agency or attorney that held the account when AIM
processed the transaction.

Date: Date that AIM processed the transaction.
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Message: Information regarding the transaction.

Balance: Balance on the account when AIM processed the transaction.

View AIM History Details

Use the AIM History Details dialog box to view transaction history details pulled from the AIM program
for the account displayed in the Work Form.

To view AIM history details
1. Inthe Reference Panel navigation bar, click Available Panels and then click AIM.
2. Inthe AIM panel, click the History tab.
3. Inthe data grid, click Details.

AIM History Details

Import Hotes

Fiekl Value

FILE MUMEBER. 1120

CREATED DATETIME 2010-10-08T00:00:00-04:00
MOTE ACTION o

NOTE RESULT CC

MOTE COMMENT WF-4157593300

IS PRIVATE F

Cancel © Help

Field: Transaction detail data item.

Value: Value associated to the transaction detail data item.

View AIM Requests and Notifications

Use the Requests/Notifications tab in the AIM panel to view requests and notifications pulled from the
AIM program for the account displayed in the Work Form.

To view AIM requests and notifications
1. Inthe Reference Panel navigation bar, click Available Panels and then click AIM.

2. Inthe AIM panel, click the Requests/Notifications tab.
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[ Available Panels - Notes % AIM Panel ®

+ Create Request © Help

General History H Requests/Notifications Arrangements ” Work Efforts ‘

Origination  Entity Request Requested Response Responded Status Request ID

External MRS BT WP s— D5P 12/13/2012  NDSP 1/2/1900 Responded on time 4

External T g wa— EXT 1/7/2013 Response is 7 days over 337

External il Shia Seiams DOCS 12/13/2012 ~ NOMED 1/2/1900 Responded on time 670

External T DSF 3f23/2013 NDSF 1/2/1900 Responded on time 1003

External silms e g Tt s EXT 4/17/2013 Response is 29 days over 1336
Frevious 2 3 Hext

Origination: Source where the request or notification originated.

Entity: Organization or individual that sent the request or notification.
Request: Code that identifies the type of request or notification.
Requested: Date of the request or notification.

Response: Code that identifies the response to the request or notification.
Responded: Date of the response to the request or notification.

Status: Status of the response to the request or notification.

Request ID: Code that identifies the request.

Create an AIM Request

Use the New Request dialog box to create a request for the outside collection agency or attorney that
holds the account displayed in the Work Form. If an outside collection agency or attorney doesn't hold
the account, you cannot create a request.

To create an AIM request
1. Inthe Reference Panel navigation bar, click Available Panels and then click AIM.

2. Inthe Reference Panel toolbar, click Create Request.

New Request

Reguest CodefDescription:  psp * || Dispute Request from Agency
Reguested Dabe: 01/27/2014 &
Request Text:
U SEue | | Cancel @ Help

Request Code/Description: Code and description that identify the type of request.
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Requested Date: Date of the request.
Request Text: More information regarding the request.
3. Complete the information and click Save. The system adds the request to the data grid on the

Requests/Notifications tab.

Create an AIM Response

Use the New Response dialog box to create a response to a request for the outside collection agency
that holds the account displayed in the Work Form.

To create an AIM response

1. Inthe Reference Panel navigation bar, click Available Panels and then click AIM.
2. Inthe AIM panel, click the Requests/Notifications tab.
3. Inthe data grid, click Set Response.

New Response

Code/Description: APDSP ¥ | Dispute Approved
Responded Date: a1/27/2014 &
Response Text: The dispute nas been approved; please dose and return

f Sawe | | Cancel @ Help

Code/Description: Code and description that identify the type of response.
Responded Date: Date of the response.
Response Text: More information regarding the response.

4. Complete the information and click Save. The system adds the response to the data grid on the
Requests/Notifications tab, and sets the status to "responded."

View AIM Arrangements

Use the Arrangements tab in the AIM panel to view payment arrangement information pulled from the
AIM program for the account displayed in the Work Form.

To view AIM arrangements

1. Inthe Reference Panel navigation bar, click Available Panels and then click AIM. The AIM panel
appears.

2. Inthe AIM panel, click the Arrangements tab. The Arrangements tab appears.
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I Availahle PEHE!S' Nntes x I !I‘Irfll Pane' * _

‘ (7] Helpi

{ General H History ” Regquests/Notifications ” Arrangements

Work Efforts

Agency/Attorney Name Date Created
sifemtbavte im Samt i 7/19/2013
7/19/2013
o 7/19/2013
st /19/2013
- 7/19/2013
ok 7/19/2013
- 7/19/2013
- 7/19/2013
P 7/19/2013
R T ——— 7/19/2013

Due Date
7/21/2013
8/4/2013
8/18/2013
9/1/2013
9/15/2013
9/2%/2013
10/13/2013
10/27/2013
11/10/2013
11/24/2013

Amount
£10.00
£10.00
$10.00
$10.00
$10.00
$10.00
£10.00
£10.00
£10.00
£10.00

Agency/Attorney Name: Outside collection agency or attorney that holds the account.

Date Created: Date a user created the payment arrangement.

Due Date: Date the payment is due.

Amount: Payment amount due.

View AIM Work Efforts

Use the Work Efforts tab in the AIM panel to view work effort information pulled from the AIM program

for the account displayed in the Work Form.

To view AIM work efforts

1. Inthe Reference Panel navigation bar, click Available Panels and then click AIM. The AIM panel

appears.

2. Inthe AIM panel, click the Work Efforts tab. The Work Efforts tab appears.

I Available Panels = . Motas X AIM FPanel %

+ Create Request I @ Help
General H History " Requests/Notifications ” Arrangements I Work Efforts l
Agency Name Action Date Category Code Description
Collection Plus Services S26/2014 Letter 0152

Agency Name: Outside collection agency or attorney that holds the account.

Action Date: Date the work effort occurred.
Category: Type of work effort.
Code: Code that identifies the work effort.

Description: Description of the work effort.
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View Arrangement History

Use the Arrangement History panel to view historical payment arrangement information for the
account displayed in the Work Form.

To view arrangement history

e Inthe Reference Panel navigation bar, click Available Panels and then click Arrangement

History.
l avallable Parels = l Arrargement History %
@Hap
No. BEffective Start Date First Pay Date Type User Install Frequency Paycount Discount Method Paid Status Canceled Date Failed Date

21449 09/11/2015 09/11/2015 FIF gs £205.28 monthly, 9 1 0% oc £0.00 Active

No.: Unique number that the system assigns to identify an arrangement.
Effective Start Date: Date the arrangement starts.

First Pay Date: Date the first payment is due.

Type: Type of arrangement, such as SIF or PIF.

User: User who created the arrangement.

Install: Amount of each payment.

Frequency: How often each payment is due.

Paycount: Number of payments in the arrangement.

Discount: Percent discount offered.

Method: Method to use to process the payment, such as credit card or check.
Paid: Amount paid toward the arrangement to date.

Status: Status of the payment.

Canceled Date: Date the user canceled the arrangement.

Failed Date: Payment decline date.
Automotive

Automotive

Use the Automotive panel to maintain automotive information for the account displayed in the Work
Form.

Maintain Vehicle Collateral Information

Use the Collateral tab in the Automotive panel to maintain vehicle collateral information for the
account displayed in the Work Form.

To maintain vehicle collateral information
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1. Inthe Reference Panel navigation bar, click Available Panels and then click Automotive.

2. Click the Collateral tab.

[ Available Panels « I Notes ¢ I Automotive X
@ Help

[ Collateral [ Repossession H Auction E Lease
Collateral
Year: Color Totaled: Legal Code:
Make: Ignition Key Damagad Wolume Date =)
o Number: Sell Collateral ™
fode . Termination
Other Key Description Date
Add-On: Number: N

Termination
Effective Date

Manufacturing Finance Charge

Due:

Identifier:

Late Charge
Due

Tag Title Dealer
Decal State undefined v Title Position None v Dealer Code:

Decal Number: Title State: undefined v Dealer
Endorsement
Decal Year: Title Status: Code

Have Title: Decal Year

Collateral
Year: Vehicle model year.
Make: Vehicle manufacturer.
Model: Vehicle model.
Add-On: Optional features on the vehicle.
VIN: Vehicle Identification Number.
Manufacturing Code: Code that identifies the vehicle manufacturer.
Series ldentifier: Series code that identifies the vehicle.
Color: Color of the vehicle.
Ignition Key Number: Number that identifies the ignition key.
Other Key Number: Number that identifies an extra vehicle key, such as the valet key.
Purchase Amount: Purchase amount the vehicle.
MSRP: Manufacturer Suggested Retail Price.
Fair Market Value: Amount the vehicle would sell for on the open market.
Hours: If selected, the number of hours on the vehicle.
Miles: If selected, the number of miles on the vehicle.
Totaled: If selected, the lien holder considers the vehicle totaled.

Damaged: If selected, the lien holder considers the vehicle damaged.
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Sell Collateral: If selected, the lien holder intends to sell the vehicle for collateral.
Description: Description of the condition of the vehicle.

Legal Code: Legal code that grants the lien holder or credit agency the right to repossess
the vehicle when the borrower defaults on the loan or lease agreement.

Volume Date:
Termination Date: Termination date of the loan contract.
Termination Effective Date: Date the termination of the loan contract became effective.
Finance Charge Due: Finance charge due on the loan.
Late Charge Due: Late charge due on the loan.
Tag
Decal State: State listed on the vehicle's license plate.
Decal Number: Vehicle's license plate number.
Decal Year: Vehicle's license plate year.
Title
Title Position: Position of the title (for example, original, duplicate).
Title State: State listed on the vehicle's title.
Title Status: Status of the vehicle's title (for example, salvage, rebuilt, junk).
Have Title: If selected, indicates that your organization has the title.
Dealer
Dealer Code: Dealer's license number.
Dealer Endorsement Code: Code that identifies the dealer's auto-broker endorsement.

Dealer Reserve Charge Back: Amount the finance company charged back to the dealer for
early payoff of a loan.

3. Complete the information and then click Save.

Maintain Repossession Information

Use the Repossession tab in the Automotive panel to maintain vehicle repossession information for the
account displayed in the Work Form.

To maintain repossession information
1. Inthe Reference Panel navigation bar, click Available Panels and then click Automotive.

2. Click the Repossession tab.
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© Help |

[ Collateral ]

Repossession

Status:

Address:

Policy Entity:

Date Repo
Completed

Expenses:

Collateral Status Redemption Redemption

Condition: v Redemption =) Repossession
Date: Faes

Lease End Rad "
Rapo: Redemption
und... L Amount:

Date Released: =

& Collateral Redeemed By
Drivable

Impound Fee:
- Released:

Agency Information

Storage

Date Info =

Assigned: =) Storage

Agency Name:

Agency Phone:

Status: Status of the vehicle repossession.

Repossession

Address: Location of the vehicle.
Policy Entity: Insurance agency where the repossession company has an insurance policy.
Date Repo Completed: Date the agency repossessed the vehicle.

Balance at Repossession: Balance due on the loan or lease when the vehicle was
repossessed.

Repossession Expenses: Cost of repossessing the vehicle.

Collateral Status

Condition: Condition of the vehicle when the agency repossessed it.

Lease End/Repo: Indicates whether the lease ended or the agency repossessed the
vehicle.

Repossession Code: Vehicle factory key code that allows the repossession agency to drive
the vehicle away rather than tow it.

Collateral Drivable: If selected, the vehicle was drivable when the agency repossessed it.

Agency Information

Agency Name: Name of the repossession agency.
Agency Phone: Repossession agency's phone number.

Assigned: Repossession agency assignment date.

Redemption

Redemption Date: Last date the customer has to redeem the vehicle.

Redemption Amount: Amount the customer must remit to redeem the vehicle. This
amount can include past due amounts, total remainder of the debt, and any fees incurred
from the repossession.
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Date Released: Vehicle release date to customer.
Redeemed by: Person who redeemed the vehicle.
Released: Method of release.
Storage
Date Into Storage: Repossessed vehicle's storage date.
Storage Location: Storage location of the repossessed vehicle.
Storage Comments: Comments regarding storage of the repossessed vehicle.
Redemption
Repossession Fees: Repossession fees incurred.
Storage Fees: Storage fees incurred.
Key Cut Fee: Fee for having a key made.
Misc Fees: Miscellaneous fees related to the repossession.
Impound Fee: Impound fee incurred.

3. Complete the information and then click Save.
Auction

Auction

Use the Auction panel to maintain vehicle repair, bid, appraisal, and auction information for the account
displayed in the Work Form.

Maintain Auction Information

Use the Main tab on the Auction tab in the Automotive panel to maintain vehicle auction information
for the account displayed in the Work Form.

To maintain auction information

1. With an account displayed in the Work Form, in the Reference Panel navigation bar, click
Available Panels and then click Automotive.

2. Click the Auction tab and then click the Main tab.
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l Avallable Panels + I Hotes % I Automotive X
| @ Help

(e [ e | [ ]

Auction

|’~Im1 Repair Bids || Appraisals || Bids

Repairs Auction Information Letters
Collateral Inspection == Letter to Lien =]
Repairs Date Holder 1:
Needed
L ocation: Letter to Lien =]
sell As Is -Asls @ - Repaired Holder 2:
Collateral
Description: Appraiser Letter to =]
Code Guarantor:
Appraisal = Hotice to &
Verified Maker:
Buyer PC lotice to =)
Number Other
Approved =] 8id Closed = Ll
Title Ordered =]
Ordered: =] Collateral Avail & Date:
For Resale @
Completed = o Title Sent ta
Collateral Sold e Auction:
Commans Payment = Title Received
Received: Date:
Collateral Sale
Price:
\F—.E-:auej Collateral Stock
a5 Humber:

Collateral Repairs Needed: If selected, the vehicle needs repairs.

Sell as is: Indicates whether the vehicle is selling in "as is" or "repaired" condition.
Description: Description of the needed repairs.

Approved: Repair approval date.

Ordered: Repair order date.

Completed: Repair completion date.

Comments: Comments regarding the repairs.

Repaired Value: Monetary value of the vehicle after repairs.

Auction Information

Inspection Date: Date the auction house inspected the vehicle.
Location: Location of the auction house.

Collateral Appraiser Code: Code that identifies the appraiser.

Appraisal Verified: Appraisal verification date.

Buyer PO Number: Vehicle buyer's purchase order number.

Bid Closed: Date bidding on the vehicle closed.

Collateral Avail for Resale: Date the vehicle became available for resale.
Collateral Sold: Date the vehicle sold at auction.

Payment Received: Date your organization received the payment from the auction house.
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Collateral Sale Price: Amount the vehicle sold for.

Auction Expense: Fees associated with auctioning the vehicle.

Collateral Stock Number: Stock number the auction house assigned to the vehicle.
Letters

Letter to Lien Holder 1: Date your organization sent a letter to the first lien holder
regarding auctioning of the vehicle.

Letter to Lien Holder 2: Date your organization sent a letter to the second lien holder
regarding auctioning of the vehicle.

Notice to Guarantor: Date your organization sent a notice to the guarantor regarding
auctioning of the vehicle.

Notice to Maker: Date your organization sent a notice to the lender regarding auctioning
of the vehicle.

Notice to Other: Date your organization sent a notice to another party regarding
auctioning of the vehicle.

Title
Title Ordered Date: Date your organization ordered the vehicle title.
Title Sent to Auction: Date your organization sent the vehicle title to the auction house.
Title Received Date: Date the auction house received the vehicle title.

3. Complete the information and then click Save.

View Repair Bids

Use the Repair Bids tab on the Auction tab in the Automotive panel to view vehicle repair bids for the
account displayed in the Work Form.

To view repair bids

1. With an account displayed in the Work Form, in the Reference Panel navigation bar, click
Available Panels and then click Automotive.

2. Click the Auction tab and then click the Repair Bids tab.

Available Panels » I Notes % Automotive X
@ Help

[

Auction

[ Collateral ” Repossession }

Auction

(o] e a8

Accept Estimate Repair Code Repair Estimate

Repair Bids

Accept Estimate: Indicates whether your organization accepted the repair estimate.

Repair Code: Code that identifies the type of repair.
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Repair Estimate: Estimated cost of repair.

View Appraisals

Use the Appraisals tab on the Auction tab in the Automotive panel to view vehicle appraisals for the
account displayed in the Work Form.

To view appraisals

1. With an account displayed in the Work Form, in the Reference Panel navigation bar, click
Available Panels and then click Automotive.

2. Click the Auction tab and then click the Appraisals tab.

[ Available Panels « . Notes % ] Automotive X
@ Help

=

Bids 1

[ Collateral ” Repossession 1 Auction

Auction

Appraisals

(von [smroe ]

Appraiser Code Average Value Retail value Source Publication Appraisal Received

Appraiser Code: Code that identifies the appraiser.
Average Value: Average value of the vehicle.
Retail Value: Retail value of the vehicle.

Source Publication: Source from which your organization obtained the appraisal (for example,
Kelley Blue Book).

Appraisal Received: Date your organization received the appraisal.

View Purchasing Bids

Use the Bids tab on the Auction tab in the Automotive panel to view vehicle purchasing bids for the
account that is displayed in the Work Form.

To view purchasing bids

1. With an account displayed in the Work Form, in the Reference Panel navigation bar, click
Available Panels and then click Automotive.

2. Click the Auction tab and then click the Bids tab.

[ Available Panels » . Notes X I Automotive X
@ Help

[

[ Collateral ” Repossession 1 Auction

Auction

Bids

[ Main ” Repair Bids ” Appraisals \

Accept Bid Bidder Code Bid Amount Bid Date

Accept Bid: Indicates whether your organization accepted the bid.
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Bidder Code: Code that identifies the bidder.
Bid Amount: Amount of the bid.

Bid Date: Date the buyer placed the bid.

Maintain Lease Information

Use the Lease tab in the Automotive panel to maintain vehicle lease information for the account
displayed in the Work Form.

To maintain lease information
1. In the Reference Panel navigation bar, click Available Panels and then click Automotive.

2. Click the Lease tab.

@ Help
[Auctmn ‘ Lease

Terms(Months): Original Miles: Contract Wear and
Obligation Tea

I Collateral H Repossession

Lease

Effective Date Inception Miles:
Security Minor Wear
Contra Deposit: Charge:

Maturity Date
Major Wear
Charge:

Return Date Fureh

End of Term End of Term
Miles Tax Assessed
Excess Miles:

Disposition
Date:

Excess

Mileage:

E @ E E @

Inspection

Received Date Unused Miles Amount:

npaid Mantt Mileage Credit:
Payment:

Term (Months): Length of the lease, in months.

Effective Date: Date the lease became effective.

Maturity Date: Date the lease matured.

Return Date: Date the leasing agency received the vehicle.

Disposition Date: Date the leasing agency determined the status of the returned vehicle.
Inspection Received Date: Date the leasing agency inspected the vehicle.
Original Miles: Original mileage on the leased vehicle.

Inception Miles: Mileage at the beginning of the lease term.

Contract Miles: Mileage allowed under the leasing contract.

Purchase Miles: Number of extra miles purchased.

End of Term Miles: Mileage at the end of the lease term.

Excess Miles: Number of miles in excess of the contract and purchased miles.
Unused Miles: Number of unused contract and purchased miles.

Contract Obligation: Total amount due under the lease agreement. This amount excludes the
security deposit, sales tax, and any other fees and taxes paid to a third party.
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Security Deposit: Amount the lessee paid as a security deposit.

Residual: Lease-end value of the vehicle.

Residual Gain/Loss: Difference between the residual value and the end-of-lease purchase price.
Disposal Assessed Amount: Amount charged to dispose of the vehicle.

Unpaid Month Payment: Number of months during the lease term that the lessee did not make a
payment.

Unpaid Tax: Amount in unpaid taxes that the lessee owes.

Wear and Tear: Total amount charged for wear and tear on the vehicle.

Minor Wear Charge: Amount charged for minor wear on the vehicle.

Major Wear Charge: Amount charged for major wear on the vehicle.

End of Term Tax Assessed: Tax assessed at the end of the lease.

Excess Mileage: Amount charged for each mile in excess of the mileage limit.
Mileage Credit: Amount credited for unused mileage.

Other Tax Assessed: Amount charged for other taxes (for example, property tax).

3. Complete the information and then click Save.
Communication

Communication

Use the Communication panel to view historical communication for the account displayed in the Work
Form. If a call has an audio recording associated to it, you can play the recording. If a letter has a file
associated to it, you can view the letter.

Available communications are:
e Outbound call initiated manually within Latitude or through a desktop phone
e Outbound call initiated through a Dialer calling list
e Inbound call from the customer delivered through the Dialer or a desktop phone
e  Written communication or electronic message, such as:
0 Outbound letter sent from within Latitude
0 Outbound letter sent from outside Latitude that a user attached to the account

0 Inbound document that a user attached to the account

View Account Communications

Use the Communication panel to view communication activities associated to the account displayed in
the Work Form.

To view account communications
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1. Inthe Reference Panel navigation bar, click Available Panels and then click Communication.

| Filter By:  Type |Pam- Clear Filters

I_HI)Ile ' ser - Type — Party - . Description
G319 8:37 pm GSadmin ManuaiCaliDispositioned B Wille Davis Manuad Call to +13175589633 Home result LM (Mot Sat)
SI3/19 8:30 pm GSadimin CanmpaignC aBDspositiond Wil Davis Campaign Call 5 +12157329143 Work résult DI (Not Set)
/3119 829 pmi GSadmin CampaignC alDispositioned B Witk Davis Campaign Call to +13175589633 Hoame result TT (Rat Sat)
83191109 pm  Pam Briggs Camepangnd, a8 icpos tionad B willke Davis Campaign Call to +13175569633 Home result CO (Mot Set)

Filter by:

Type: If selected, only displays communications that match the specified communication
type.

Party: If selected, only displays communications for the specified party.
Clear Filters: Clears the specified filters and displays all communications.

Date: Date and time the communication occurred. To change the sort order, click the arrow in the
Date column heading.

User: ID and name of the user associated to the communication.
Type: Type of communication.

Party: Name of the party who received the communication from or sent the communication to
your organization.

Description: Description of the communication.
2. Tofilter communications, do the following:

e To display communications for a specific communication type, in the Type box in the
Communication panel toolbar, click the communication type. Only communications that
match the specified type appear in the panel.

e To display communications for a specific party, in the Party box in the Communication

panel toolbar, click the party. Only communications for the specified party appear in the
panel.

I Tip: To clear the filter and display all communications, click Clear Filters. I

Play a Call Recording

Use the Play Recordings dialog box to play an audio recording of a call.

To play a call recording

1. In the Reference Panel navigation bar, click Available Panels and then click Communication.
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Filter By: Type Party Clear Fitary
Bpate  User Type Farty Description
9319 630 pn GSacmin , CampagnCalDiposmonad Yille Dave Campuign Ca o +12157T25043 Work nesult D (Mot Set)
S3/19 625 p GSadmin CampagnC a0 ioned B wille Cavs Campaign Call lo =13175589633 Home result TT (Not Set)
A316 11:09 pm Pam B CampagnCaltupantioned B vAle Dave

Campaign Cafl o +13173585613 Mame result €O [Mot Set)

Fiaghvien | Inoeraction

If a call has a recording associated to it, a Folder image appears in the Type column.

In the data grid, click the communication to play and then click Play/View. The Play Recordings
dialog box appears.

Play Recordings

3. When finished, click Close.

View a Sent Letter

Use the Communication panel to view a letter that a user sent to a party on the account. If a user didn't
save the letter output when sending the letter, the option to view the letter file isn't available.

To view a sent letter

1. Inthe Reference Panel navigation bar, click Available Panels and then click Communication.
Filoer B Type Party Clear Fitecy
Boate . User e Farty L Description
W19 W pm GHcmn * CamgagnC s Dripaitoned Vlke Gave Campaign Call 1o +12157325043 VWork nesult D (Hot Set)
VALY 3D pem GCSadmin CargaignCallDipositicned B Wil Davis Campaign Call o =13175560833 Home result TT [Nt Set)
BHIH1% 11:09 pm Pam Brgp CampagnCalDiapantioned W Vilke Dave

Campaign Call o +13173555613 Mame resul €0 (Not Set)
Py {nDbractn

If a sent letter has an output file associated to it, a Folder image appears in the Type column.

2. Inthe data grid, click the letter to view and then click Play/View. The letter appears minimized
beneath the status bar.

Click the letter to open it in the associated program (for example, Word or Adobe Acrobat
Reader).

View Interaction Details for a Communication

Use the Interactions panel to view the interaction details associated to a communication.

To view interaction details for a communication

1. Inthe Reference Panel navigation bar, click Available Panels and then click Communication.
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Filer BY:  Type Party Clear Fitary
Boate User Type Party
9319 630 pn GEacm , CampagnCalDiposmonad ik Daves
S3/19 625 p GSadmin CampagnC a0 ioned B wille Cavs
BT 11:09 pm Pam Brgge CamrpagnCalin s Dored L

Fiaghvien | Inoeraction

Descripton

Campaign 3 1o 12157125043 Work nesult D (Mot Set)

Campaign Call o =131 73569633 Home resull TT [Nt Set)

Campaign Cafl o +13173585613 Mame result €O [Mot Set)

2. Inthe data grid, click the communication and then click Interaction. The Interactions panel
opens to the entry associated to the communication.

(=] o dialer m GEadmin 9319 §:28 pm G/3/19 8:29 pm
Date User Account Event Detail
9/3/19 8:38 pm GSadmin 1006 Inberaction Started 5]
WP E&I9 pm F5admin 1006 Campaign Call (ispositioned B Campaipn Call bo M0O00000GI3
9/3(19 B:29 pm GSadmin 1006 Acoount Worked B Account considened as Worked
Q3119 8:79 pm Goadmin 1006 Acoount Contacted B Contact Contacted
9319 8:30 pm GSadmin 1006 Account Attempted B Cortact Attarnpted
9319 829 pm GEadmin 1006 & Party Phone Number Attempted & Party Wille Davis - Phone Numba
Home
93719 &3 pm Gladmin 1008 Enteraction Complsted (=]

Credit Bureau Reporting

Credit Bureau Reporting

Use the CB Reporting panel to view pending and historical credit bureau reporting information for the
responsible parties on the account displayed in the Work Form. You can also manage reporting of
accounts to credit bureaus.

Reporting files

Latitude credit reporting files are in compliance with the Metro2 reporting guidelines.

e Metro2 file is in 426 character format, variable length.

e Responsible parties are in the J2 segments of the Metro?2 file.

e Original creditor information is in the K1 segment of the Metro?2 file.

Reporting options

Depending on your system configuration, you can:

e Report principal only, instead of the total account balance.

e Report responsible parties, instead of just the primary customer on the account.

e Extend the reporting of an account beyond the configured wait days. This feature allows you to

suspend reporting while you are in negotiations with a customer.

e Flag returned accounts for deletion from the credit bureaus.

Configure a Responsible Party for Credit Reporting

To include a responsible party in credit bureau reporting, the system requires certain settings.
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To configure a responsible party for credit reporting

1. On the Contact Information tab in the Customer panel, ensure that the responsible party to
report has the following settings:

e Relation to Account list box is set to "Debtor" for the primary responsible party and
"Co-debtor" for secondary responsible parties.

e Is Responsible box is set to "Yes" or the check box is selected.
¢ National ID box is populated with a valid social security number.
2. Onthe Address panel, ensure that the responsible party to report has the following settings:
e Type of Address list box is set to "Home."
e Status of Address list box is set to "Good."
e Active check box is selected.
e Primary check box is selected.
e Correspondence check box is selected.
e Address Line 1, City/Town, State, and Post Code boxes have a valid address.

3. On the Customer Configuration pane in Credit Bureau Reporting Console, ensure that Include
codebtors check box is selected.

View Credit Bureau Reporting Summary

Use the Summary tab on the CB Reporting panel to view pending and historical credit bureau reporting
summary for a responsible party on the account displayed in the Work Form.

To view credit bureau reporting summary
1. Inthe Reference Panel navigation bar, click Available Panels and then click CB Reporting.

2. Click the Summary tab.
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I Available Panels » l CE Reporting
VieWHISIOTY  pending Record v | @ Hep

| summary | Account Information “ Audit | ity
Exceptions
Reporting Status
Credit Bureaus
O Cour 1840 718117
Last Reported 71817 ez
+ Lamthe + Iamthe
+ the Account Reported Message «  Account Pending Message
Debtor Credit Bureat Status Next Update Status
Orlando Sloan (PRIMARY) o Iamthe » Iamthe
= Debtor Reported Message = Debtor Pending Message
Mirz Sloan « Iamthe « lamthe
« Debtor Reported Message = Debtor Pending Message
Delete | Delete as Fravd || ©F Evaluate Account
| DB Server Name: localhost Database: Cdlmm|ﬁwms Login: Jul 18, 2017 £:08:31 am = Time on Account: 00:04:58 -

Exceptions

Debtor: Unique code that identifies the customer on the account. This value displays for
debtor exception types only.

Description: Description of the exception.
Reporting Status

Note: If insurance is paying or paid the medical debt in full, the message, "Prevent Flag is ON,"
appears in this section.

Account: Code that Latitude assigned to identify the account.
Last Reported: Date your organization last reported the account to the credit bureaus.
Status: Status of the last report to the credit bureaus.

Last Evaluated: Last date the system evaluated the account for credit bureau reporting
purposes.

Last Updated: Date the system or a user last updated the account.
Status: Status of the next report to the credit bureaus.

Debtor: Name of the customer on the account. If the customer is the primary party on the
account, the system displays "(PRIMARY)" next to the customer's name.

Credit Bureau Status: Status of the last report to the credit bureaus.
Next Update Status: Status of the next report to the credit bureaus.

3. Inthe View History list box, click the type of record to view (pending or historical).
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View Credit Bureau Reporting Account Information

Use the Account Information tab on the CB Reporting panel to view pending and historical credit
bureau reporting information for a responsible party on the account displayed in the Work Form.

To view credit bureau reporting account information
1. Inthe Reference Panel navigation bar, click Available Panels and then click CB Reporting.

2. Click the Account Information tab.

I Ayailable Panels « . Notes X l CB Reporting X

View HI®OGY  pending Record v © Helg

| Summary || Accoumt Information (| Audit H ity I

Account Id 1840 Compliance Condition v Eiling Date
Customer Id 16 Origingl Loan $10,000.00 Delinquency Date
Primary Debtor 1143 Athual Payment $0.00 Closed Date
Portfolia Type o Current Balance £10,000.00 Last Payment
Account Type 45 - Collection Agency/Attomey Amourit Past Due $10,000.00 History Date 6/30/17
Account Status 93 - Account assigned to internal « Terms Duration 001 Payment History
Spedal Comment Oniginal Creditor Sodin Bank and Trust Walt Days 1

ORSUMEr ACCount
Consumer Acco 1840 Creditor Class 0 Extend Oays 0

ast Update a7
Last Updated 1517 Credit Limit £0.00
Last Reported R

Charge-off Amount (1]

& Shoan, Ordando I Sloan, Mira |
Name Sloan, Orlando Date of Birth 10/25/59 ECO4 Code 2 - Joint Contractual Liability
Last Sloan Phane +17849922585 Infurmation Indicates

Address Indicator - Mot confirmed 3«
First Ortando Address 80 Fablen St. Address Indicato - Hot confirmed sddress
) i Residence Code
Middle City, State, Zip Albuguerque, Wi 90512
Last Updated 787

Suffix Country us
SEN 000640108 Transaction Type

| DB Server Name: localhost Database: Cdiecﬂmﬂ| Previous Login: Jul 18, 2017 6:08:31 am  Time on Account: 00:02:19 | -

1 ¢

View History: Type of credit bureau reporting information to display.
Account ID: Code that the system assigned to identify the account.
Customer ID: Code that identifies the client on the account.

Primary Debtor: Code that identifies the primary customer on the account.

Portfolio Type: Code that identifies the portfolio to which the account belongs. For more
information, see Portfolio Types.

Account Type: Code that identifies the account type, such as collection agency or business credit
card. For more information, see Account Types.

Account Status: Code that identifies the reporting status of the account, such as assigned to
internal or external collections. For more information, see CBR Account Status Codes.
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Special Comment: Code that identifies a note about the account, such as "debt paid through
insurance." For more information, see Special Comment Codes.

Consumer Account: Code that the client assigned to identify the account.
Last Updated: Date the system or a user last updated the account.
Last Reported: Date the system or a user last reported the account to a credit bureau.

Compliance Condition: Code that identifies the compliance condition, such as "account
information disputed by consumer under FCRA." For more information, see Compliance Condition
Codes.

Original Loan: Original loan amount.

Actual Payment: Monthly payment amount.

Current Balance: Current balance on the account.

Amount Past Due: Amount of the current balance that is past due.

Terms Duration: Terms for repayment of the account, such as number of months.
Original Creditor: Original creditor assigned to the account.

Creditor Class: Class of business assigned to the account for reporting to credit bureaus. For more
information, see Creditor Classification Code.

Credit Limit: Maximum credit amount granted to the customer.

Charge-off Amount: Amount of the customer's debt that the client charged off.
Billing Date: Date the client billed the customer.

Delinquency Date: Date the account became delinquent.

Closed Date: Date the system or a user closed the account.

Last Payment: Amount the customer last paid on the account.

History Date: Date the system posted the payment history.

Payment History: Payment history codes that identify the monthly payment status for the past 24
months (for example, 30 days late).

Wait Days: Number of days to wait after receiving an account before reporting it to the credit
bureaus.

Extend Days: Number of days to delay reporting an account to the credit bureaus.

[Name] tab: Displays a separate tab for each reported party on the account. The first tab with the
Person icon is the primary party on the account.

Name: Party's full name.
Last: Party's last name.
First: Party's first name.

Middle: Party's middle name.
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Suffix: Party's name suffix.

SSN: Party's Social Security Number.

Date of Birth: Party's date of birth.

Phone: Party's phone number.

Address: Party's street address.

City, State, Zip: Party's city, state, and postal code.
Country: Country where the party resides.

Transaction Type: Code that identifies the type of account transaction, along with a description. If
you can't see the entire description, rest your mouse on the Transaction Type box. For more
information, see Transaction Types.

ECOA Code: Equal Credit Opportunity Act code that identifies who is responsible for repayment
of the debt, such as individual or joint. For more information, see ECOA Codes.

Information Indicator: Credit bureau consumer information indicator, such as reaffirmation of
debt or petition for Chapter 7 bankruptcy.

Address Indicator: Type of address, such as home, business, or military. For more information,
see Address Indicator.

Residence Code: Residence status, such as owns or rents. For more information, see Residence
Codes.

Last Updated: Date of the last update on the account.

Tip: To view the entire contents of a box when they aren't visible (for example, Account
Status), rest your mouse on the box.

In the View History list box, click the type of record to view (pending or historical).
To view another party on the account, click the tab that corresponds to the party's name.

To modify the compliance condition, in the Compliance Condition list box, click the condition
and then click Save.

View Credit Bureau Reporting Audit Trail

Use the Audit tab on the CB Reporting panel to view the credit bureau reporting audit trail for the
account displayed in the Work Form.

To view the credit bureau reporting audit trail

1.
2.

In the Reference Panel navigation bar, click Available Panels and then click CB Reporting.

Click the Audit tab.
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I Available Panels « . CE Reporting

View HIStory  pending Record M o

——
Summary “ Account Information | Andit ” ility' I

718017 Account 1840 evaluated.

7/18/17 (Tinitial 93generated - 48

71817 Account fraud, deletion submitted in credit bureau report file.

7 Account update will be sent to credit bureaus in next update.

7/18/17 Remaved Account 1840 from credit bureau report.

62117 (Dnitial 93generated - 48

62/17 Account removed from pending - Exception raised on account. See Chr_Exceptions.
62117 Statute of limitations exceaded.

62117 Aggount removed from pending - Exceplion raised on account. See Chr_Exceptions.
6/2/17 Statute of limitations exceaded.

62117 Account removed from pending - Exception raised on account. See Chr_Exceptions.
62717 Statute of Imitations exceeded.

612117 Account removed from pending - Exception raised on account. See Chr_Excentions.
6/2/17 Statute of limitations exceeded.

&27/17 Account removed from pending - Exception raised on account. $ee Chr_Exceptions.
6{2/17 Account update will be sent to credit buresuws in next update.

62117 Statute of kmitations exceeded.

i/i4/17 Account update will be sent to credit bureaus in next update,

6/8/16 Account update will be sent to credit bureaus in nesdt update.

6/8/16 Account placed In pending for the next credit bureau report. AccountType - 45

| DB Server Name: lncalhast Database: Collect2000]Previous Login: Jun 2, 2017 2:48:11 pm| | Time on Account: 00:08:50: |
; 3

Entered: Date the system added the audit record.

Comment: Description of the audit trail entry. If this box includes the message, "See
Cbr_Exceptions," the system added details to the CBR_Exceptions table. For assistance with
viewing the table, see your System Administrator.

Manage Miscellaneous CBR Settings

Use the Utility tab on the CB Reporting panel to manage miscellaneous credit bureau reporting settings
for an account. You can specify whether an account is under a voluntary debt repayment plan filed in
Wisconsin (Chapter 128) and whether the customer withdrew a filed bankruptcy. For first-party
accounts, you can remove an authorized party from the account entirely. An authorized party has
authorization from the primary customer to use a credit card or other device. You must have the Utility
Tab permission.

To manage miscellaneous CBR settings
1. Inthe Reference Panel navigation bar, click Available Panels and then click CB Reporting.

2. Click the Audit tab.
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[ Lo ' 8 e X _

View History  panding Record v ‘ © Help

[ Summary ” Account Information ‘ Audit | Utility

hip/Amertization v Terminate Authorized User

Personal Receivership/Amortization: If selected, the account is under a voluntary debt
repayment plan filed in Wisconsin (Chapter 128).

Bankruptcy Withdrawn: If selected, the customer withdrew a filed bankruptcy. This check box
only appears for accounts reported to the credit bureaus as a bankruptcy.

[Bankruptcy Withdrawn Date]: Date the customer withdrew the filed bankruptcy. This box only
appears for accounts reported to the credit bureaus as a bankruptcy.

[Authorized User Name]: List of authorized users on the account.

Terminate Authorized User: Removes an authorized party and all the party's information from
the account. This option only appears for first-party accounts that have an authorized party on
the account.

3. To modify the personal receivership/amortization, do one of the following:

e If the account is under a voluntary debt repayment plan filed in Wisconsin (Chapter
128), select the Personal Receivership/Amortization check box.

e If the account is no longer under a voluntary debt repayment plan filed in Wisconsin
(Chapter 128), clear the Personal Receivership/Amortization check box.

4. If the account reported to the credit bureaus as a bankruptcy and the customer withdrew the
bankruptcy, do the following:

a. Select the Bankruptcy Withdrawn check box.
b. In the [Bankruptcy Withdrawn Date] box, specify the date the customer withdrew the
bankruptcy.

5. To remove an authorized user from the account, do the following:

In the [Authorized User Name] drop-down, click the name of the authorized user to remove
from the account.

a. Click Terminate Authorized User. The system removes the authorized user and all the user's
information from the account.
Report an Account to Credit Bureaus

Use the Summary tab on the CB Reporting panel to report the account displayed in the Work Form to
credit bureaus when a report is not due. When reporting accounts to credit bureaus, ensure that your
organization is in compliance with Federal and State laws regarding credit reporting.

To report an account to credit bureaus

1. Inthe Reference Panel navigation bar, click Available Panels and then click CB Reporting.
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2. Click the Summary tab.

I Available Panels - I Notes % I CB Reposting

View History  pending Record v @ Heds

| Summary [ Account Information || Audit H Uity I

Exceptions

cispiay

Reporting Status

Account Ea Last Evaluated 7gf17
Last Reported Last Updated g7
Status: + lamthe Crahis: # [amthe
= the Account Reported Messape = Agcount Pending Messape
Kay Morgan (PRIMARY) + amthe « Iamthe
« Debtor Reported Message + Debtor Pending Message

Report || Extend | ©f Evaluate Account
[DﬁSemar Name: localhost Database: Ccﬂeﬂmrﬁrwiws Login: Jul 18, 2017 10:34:31 arr.l Time on Account: 00:00:34 | -

3. Click Report. The system includes the account in the next file that you create and send to the
credit bureaus.
Delay Reporting an Account to Credit Bureaus

Use the Extend Days dialog box to extend the number of days to delay reporting the account displayed
in the Work Form to credit bureaus. This option is available when reporting an account for the first time
only.

To delay reporting an account to credit bureaus
1. Inthe Reference Panel navigation bar, click Available Panels and then click CB Reporting.

2. Click the Summary tab.
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l Available Panels - I CB Reporting X

View HIStOrY  panding Record N = l

[ Summary H Account Information ” aua |[ ey |

Exceptions
D O a1 P ——
Account OutofStatute

Reporting Status

Account 1005 Last Evaluated 7/18/17
Last Reporbed Last Updated
Status: + I am the Status: « Tam the
* the Account Reported Message = Account Pending Message
O ——_—_—_—— Credit Bureau Status Next Update Status
Roy Wiesen (PRIMARY) = I am the s Iam the
= Debtor Reported Message = Debtor Pending Message
Repart Extand ©f Evaluate Account
]DB Sarver Name: lur.amsr.|l:la:abase-. Colleth‘DDﬂlPreviul.ts Login: Jun 2, 2017 2:48:11 pm| Time on 00:00:43 2

3. Click Extend.

Extend Days

Enter the number of days you wish to extend the delay of reporting this account to the credit
bureaus.

Received Date 423/12
Wait Days 2
Extension o
Report Date 4/25/12

Cancel

Received Date: Date your organization received the account.

Wait Days: Number of days after receiving the account to wait before reporting the account to
the credit bureaus.

Extension: Number of days beyond the "wait days" to delay reporting the account to the credit
bureaus.

Report Date: Date to report the account to the credit bureaus.

4. In the Extension box, type the number of days beyond the "wait days" to delay reporting.

5. Click OK.
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Evaluate an Account for Credit Reporting

Use the Summary tab in the CB Reporting panel to evaluate the account displayed in the Work Form for
credit bureau reporting purposes. This process evaluates the account for actions such as a user included
a responsible party in reporting or flagged a responsible party as deceased. You must have the Allow
Manual Evaluation Permission.

Note: If you have a large database, this process is time-consuming so use it sparingly. Keep in mind
that Custodian also runs this process automatically each night so you may want to skip the manual
evaluation.

To evaluate an account for credit reporting

1. Inthe Reference Panel navigation bar, click Available Panels and then click CB Reporting.

2. Click the Summary tab.

I Available Panels - I CB Reporting x
Wiew HistOrY  pending Recoed v | @ Hap

Summary | Account Infeomation “ Audit | Rty
Exceptions
Reporting Status
Credit Burneaiss Next Update
4OCOuE 80 Last Evaluated ieny
Last Reported 7/18/17 Last Updated g7
Status # Tamthe Status: « Iamthe
« the Account Reported Messapa « Account Pending Message
Debtor Credit Bureau Status Next Update Status
Oriando Sloan (PRIMARY) « 1amthe + Iamthe
* Debtor Reported Message * Deblor Pending Message
Mira Slozn « Iamthe « [ amthe
« Debtor Reported Message = Debtor Pending Message
Delete Delete a5 Fraud £ Evaluate Account
| DB Server Name: localhast Database: Cdlect’zm|ﬁwws Login: Jul 18, 2017 B:08:31 am  Tire on Account: 00:04:58 | -

3. Click Evaluate Account. The system displays a message indicating that the evaluation started.
When finished, it displays a message indicating that the evaluation completed.

Remove a Responsible Party From Credit Bureau Reporting

Use the Account Information tab on the CB Reporting panel to remove a responsible party associated to
the account displayed in the Work Form from credit bureau reporting.

To remove a responsible party from credit bureau reporting

1. In the Reference Panel navigation bar, click Available Panels and then click CB Reporting.

2. Click the Account Information tab.
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l Available Panels = l Notes X% I CB Reporting X

View HIOY | pending Record v © Helo

Summary || Account Information || Audit lj Umility |

Account Id 1840 Compliance Condition b Billing Date 718017
Customer Id 16 Original Loan $10,000.00 Delinquency Date 1/23/12
Primary Debtor 1143 Aictual Payment $0.00 Closed Date

Portfolio Type ] Current Balance $10,000.00 Last Payment

Account Type 48 - Collection Agency/Attorney Amount Past Due $10,000.00 History Date 6/30/17
Account Status 93 - Account assigned to internal « Terms Durabion 001 Payment History

Spedal Comment Original Creditor Sodin Bank and Trust Wait Days 1
Consumer Account 1840 Crediter Class o1 Extend Days o

Last Updated 7Mef17 Credit Umit $0.00

Last Reported

Charge-off Amount | g

& Sloan, Orlando " sloan, Mira |

Hame Shan, Orlando Date of Birth 10/25/59 ECOA Code 2 - Juint Contractual Liability
Last Slean Phoee +17B49922586 Information Indicator
First Ortando Address 0 Fabien St Address Indicator M - Mot confirmed address
Residence Code
Middle City, State, Zip Albuguerque, Wi 90512
Last Updated 7eny
Suffior Country us
SEN 000640108 Tranzaction Type
[Dﬁm Name: localhost Database:cueﬁzonﬂnm Login: Jul 18, 2017 B:08:31 am  Time on Account: 00:02:19 -

3. Click the tab that corresponds to the party's name.
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I Available Panels l Notes X l CB Reporting X

View HISOTY | pending Record T 0 Help
| Sumimary l Account Information || Audit ] | Uity |

Account 1d 1840 Compliange Condition v Billing Date 7/18/17

Customer Id 16 Original Loan $10,000.00 Delinquency Date 212

Primary Debtor 1143 Bt Payment $0.00 Closed Date

Portfolio Type 0 Current Balance $10,000.00 Last Paymant

Aecount Type 48 - Collection Agency/Attorey Amount Fast Due | $10,000.00 History Date 6/30/17

Account Status 493 - hccount assigned to internal ¢ Terms Duration 001 Payment History

Spedal Comment Original Creditor Sodin Bank and Trust Wait Days

Consumer Account 1840 Creditor Class o1 Extend Davs 0

Last Updated 71817 Credit Limit £0.00

Last Reported Charge-off Amount o

& Sloan, Orando " Sloan, Mira |
Hame Sloan, Mira Date of Birth 9/1/65 ECOA Code 2 - Joint Contractual Lisbility
Last Sisan Phone Information Indicator
first Mirz hddress B0 Fabien ST MdressTodcator | H- Mot confired addvess

i Residence Code
Midde City, State, Zip Albuguerque, Wi 90521
Last Updated 7i18/17

Suffix Counitry us
&N 555555555 Transaction Type 1 - Newly opened account, or new

| DB Senver Name: localhost Database: Cci.lec\:?tlhll‘rwnus Login: Jul 18, 2017 £:08:31 am Time on Account: 00:03:54 -

1 ¥

Click Remove Debtor - [Debtor Name].

4
5. Inthe confirmation dialog box, click OK. The system adds an audit trail record to Latitude.
6. Inthe Task Panel navigation tree, click Customer and then click the party's name.

7

Clear the Is Responsible check box and then click Save.

Send Delete Request for Account Reported in Error

Use the Summary tab on the CB Reporting panel to send a delete request to the credit bureaus for the
account displayed in the Work Form. You can send the delete request if the account reported previously
and one of the following is true:

e Account reported in error.
e Agency closed and returned the account to the creditor.
e Debt buyer forwarded or sold the account.

e Account reported as disputed and your agency couldn't verify the dispute before the FCRA 30-
day window.

e Customer is deceased and no other party on the account is responsible for the account.

e Responsible party has a discharged bankruptcy Chapter 7 or is in a Chapter 13 repayment plan
currently.

You must have the Allow Delete Options Permission.
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1. With an account displayed in the Work Form, in the Reference Panel navigation bar, click

Available Panels and then click CB Reporting.

2. Click the Summary tab.

I Available Panels - l CBE Reporting x
VIeW HIZON  punding Record v | O Heo

E-Sun‘.r. | Account Information “ Audit | Lility

Exceptions

Reporting Status
Credit Bureaus ext Update
Aecoun 1840 Last Evaluated Wein7
Last Reported a7 Last Uipdate: 7817
Status: « Tam the Status: « [amthe

+ the Account Reported Messape

Debtor Credit Bureau Status
Qrando Sloan (PRIMARY) « Iamthe
= Debtor Reported Message

Mira Sloan & Iamthe
+ Debtor Reported Message

Delete Delete as Fraud 5 Evaluate Account

« Account Pending Message

Next Update Status

« lamthe
= Debtor Pending Message

+ [amthe
= Debtor Pending Message

| DB Server Name: localhost Detabase: Cdlmm|ﬁwm Login: Jul 18, 2017 E:08:31 am = Time on Account: 00:04:58

3. Click Delete.

4. In the confirmation dialog box, click OK. The system displays a message indicating that the
account is deleted from reporting and adds an audit trail record. The system sends a delete
request for the account in the next CBR file that your organization creates and excludes the

account from subsequent credit reporting.

Note: If you remove the account from reporting and the account is not yet reported, you can
undo the delete. For more information, see Undo a Credit Reporting Delete Request.

Send Delete Request for Account Reported Based on Fraud

Use the Summary tab on the CB Reporting panel to send a delete request to the credit bureaus for the
account displayed in the Work Form. You can send the delete request when the customer is a victim of
fraud and the account reported previously. You must have the Allow Delete Options Permission.

To send delete request for account reported based on fraud

1. Inthe Reference Panel navigation bar, click Available Panels and then click CB Reporting.

2. Click the Summary tab.
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I Available Panels + l CB Reporting X

VI HIStOOY  pending Record v Q Help

| sumnry ||| aecount nformaton || ava || wesey |

Exceptions
No Exceplions fo display
Reporting Status
Account 1840 Last Evaluated 1en7
Last Reported 7isf1? Last Updated ehz?
Status: + [amthe Status: s Tamthe
+ the Account Reported Message «  Account Pending Message
Orlando Sloan (PRIMARY) o Iamthe o T anithe
= Debtor Reported Message » Debtor Pending Message
Mirz Sloan « Iamthe * lamthe
« Debtor Reported Message = Debtor Pending Message

Delete | Delete as Fravd || ©F Evaluate Account

| DB Server Name: localhost Database: Cdleoz’émﬁrww Login: Jul 18, 2017 £:08:31 am ' Time on Account: 00:04:58

3. Click Delete as Fraud.

4. Inthe confirmation dialog box, click OK. The system displays a message indicating that the
account is deleted from reporting and adds an audit trail record. The system sends a delete
request for the account in the next CBR file that your organization creates and excludes the
account from subsequent credit reporting.

Note: If you remove the account from reporting and the account is not yet reported, you can
undo the delete. For more information, see Undo a Credit Reporting Delete Request.

Send Delete Request for Medical Account

Use the Summary tab on the CB Reporting panel to send a delete request to the credit bureaus for the
account displayed in the Work Form. You can send the delete request when insurance is paying or paid
the medical debt in full and the account reported previously. You must have the You must have the
Allow Delete Options Permission..

To send delete request for medical account
1. Inthe Reference Panel navigation bar, click Available Panels and then click CB Reporting.

2. Click the Summary tab.
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‘Wiew History

Pending Recond
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v |suup \

Summary | Account Information ” Audit ” Umility

Exceptions
Reporting Status
 Credit Bureaus

Account

Last Reported

Henry Shreim (PRIMARY)

Delete

Next Update
1600

Last Evaluated

71817 Lact Updated

I
ct Updated

» lamthe Status:

+ the Account Reported Message

Credit Bureau Status

« [amthe
= Debtor Reported Message

Delete 25 Fraud Delete as Paid by Insurance o Evaluate Account

Pty
1/14/17

= [amthe
= ACCount Pendng Message

Next Update Status

= Iamthe
« Debtor Pending Message

| DB Server Name: localhost Database: cwecrzm| Previous Login: Jul 18, 2017 8:08:31 am  Tirm on Account: 00:00:47

Click Delete as Paid by Insurance.

In the confirmation dialog box, click OK. The system displays a message indicating that the

account is deleted from reporting and adds an audit trail record. The system sends a delete
request for the account in the next CBR file that your organization creates and excludes the
account from subsequent credit reporting.

Note: If you remove the account from reporting and the account is not yet reported, you can
undo the delete. For more information, see Undo a Credit Reporting Delete Request.

Undo a Credit Reporting Delete Request

Use the Summary tab to undo the credit reporting delete request for the account displayed in the Work
Form if you haven't sent the delete request to the credit bureaus. You can undo the following:

You must have the Allow Prevent Flag and Undo Delete Permission.

Delete requests for accounts reported in error.

Delete requests for customers who are a victim of fraud.

Delete requests for accounts that insurance is paying or paid in full.

To undo a credit reporting delete request

1.

In the Reference Panel navigation bar, click Available Panels and then click CB Reporting.

2. Click the Summary tab.
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I Available Panels » I CB Reporting %

View History | panding Record v © Help
[ Summary " Account Information ” Audit ] Wity
Exceptions

Reporting Status

Credit Bureaus Mext Update
Account 1840 Last Evaluated 7/18/17
Last Reported 11417 Last Updated 6/2/17
Status: « I am the Status: = Iam the
« the Account Reported Message = Account Pending Message
Debtor Credit Bureau Status Next Update Status
Orlando Sloan (PRIMARY) » Tamthe * 1amthe
= Debtor Reported Message + Debtor Pending Message
Undo Prevent/Delete €3 Evaluate Account

DB Server Name: localhost|Database: Collect2000| Previous Login: Jun 2, 2017 2:48:11 pm| | NIEIONIACCONNENO0I21R48] |

3. Click Undo Prevent/Delete.

4. Inthe confirmation dialog box, click OK. The system includes the account in subsequent credit

reporting evaluations.
Credit Bureau Reporting Codes

Credit Bureau Reporting Codes

The following topics describe the credit bureau reporting codes that Latitude supports.

Credit Bureau Reporting Exceptions

Exceptions prevent an account from reporting to the credit bureaus. More than one exception can exist
simultaneously for the primary customer, responsible parties, and authorized parties. Account level
errors that include the primary customer prevent the respective account from reporting. Errors at the
responsible or authorized party level don't prevent the account from reporting but the system excludes
them from reporting for the respective account. Accounts with exceptions don't report again until you

correct the exceptions.

The following table lists the exceptions that prevent an account from reporting to the credit bureaus.

individual.

. _ First- [Third-
Exception Description Level
party |party
Account is for a business, not an
Business Account | Yes | Yes

260




Latitude Printable Help for Users

. _— First- [Third-
Exception Description Level
party party
User flagged the account for exclusion
DebtorExcluded . ) Customer| Yes | Yes
from reporting.
User flagged a party on the account as
. not responsible for the debt. Party on
DebtorNotResponsible P . . ¥ Customer| Yes | Yes
the account is not a first-party
Quthorized user.
. . Delinquency date is after the account
DelinquencyDt>Received .q Y Account | Yes | Yes
received date.
. _ . [Delinquency date is less than 30 days
DelinquencyDtWithin30DaysOfReceived q i . Y Account | Yes | Yes
before the account received date.
Account type doesn't match the
. ortfolio type and industry code. This
InvalidAcctType p . P - y Account | Yes | Yes
issue is rare and indicates a
configuration or data problem.
InvalidConsumerAccountNumber Consumer account number is missing. |Account | Yes | No
InvalidContractDate Contract date is missing. Account | Yes | No
. Contract date is missing and the creditor
InvalidContractToPay . . 8 Account | Yes | Yes
class is not medical.
InvalidDebtorZipcode Customer's ZIP Code is invalid. * Customer| Yes | Yes
Authorized user's date of birth is missing
or a responsible party's SSN and date of
. birth are both missing. If the account
InvalidDOB . 8 . Customer| Yes | Yes
reported previously, the date of birth
constraint doesn't apply for authorized
users. *
- Customer's last name is missing or
InvalidFirstName L% & Customer| Yes | Yes
invalid.
. Customer's last name is missing or
InvalidLastName L % & Customer| Yes | Yes
invalid.
InvalidOriginalLoanAmount Original loan amount is missing. Account | Yes | Yes
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. _— First- [Third-
Exception Description Level
party party
InvalidState Customer's state (in address) is invalid. *|Customer| Yes | Yes
Account has a medical creditor
MedicalWithin180Days classification and is less than 180 days |Account | Yes | Yes
past the delinquency date.
MinBalException Curr?nt accognjc balance is less than the account | Yes | Yes
configured minimum amount.

. . . Original creditor is missing and there
MissingAcctOriginalCreditor isn't a default original creditor provided. Account | Yes | Yes
MissingChargeOffAmount Charge-off amount is missing. Account | Yes | No

Required ch -off inf tioni
MissingChargeOffRecord gqtflre charge-ottinformation 1s Account | Yes | No
missing.
MilssingCity Customer's city (in address) is missing. * |Customer| Yes | Yes
MissingCreditorClass Creditor classification is missing. Account | Yes | Yes
MissingDefaultOriginalCreditor Default original creditor is missing. Account | Yes | Yes
MissingSecondaryAccountNumber pecondary acFount number is missing Account | Yes | No
and the debt is charge-off mortgage.
MissingSecondaryAgencyldentifier pecondary agency identifier is missing Account | Yes | No
& yAgency and the debt is charge-off mortgage.
Cust 's SSN or date of birth i
MissingSSN&DOB Lfs Qmeis ordateorbirthis Customer| Yes | Yes
missing.
MissingStreetAddress Cu.stf)me: s street address line 1is Customer| Yes | Yes
missing.
NullDebtorZipcode Customer's ZIP Code is missing. * Customer| Yes | Yes
NullDelinquencyDt Delinquency date is missing. Account | Yes | Yes
Ch -off th tat
OpenChargeOffNotInBankruptcy arge-ofr account has an open status Account | Yes | No

and isn't in bankruptcy.
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. _— First- [Third-
Exception Description Level

party party

OutofStatute Federal 7-year reporting statute expired./Account | Yes | Yes

Account has a reporting wait time set

. . Account | Yes [ Yes
that is not expired.

ReportDateNotMet

Customer's ZIP Code contains all zeroes.

ZeroedDebtorZipcode N Customer| Yes | Yes

* Applies to reported accounts with an open date after September 15, 2017.

Supported Reporting Codes

The following table lists the reporting codes that Latitude by Genesys supports by industry and portfolio
type.

Industry | Portfolio | Account | CBR Account Compliance |Special Comment| ECOA
Code Types Types | Status Codes | Condition Codes Codes Codes
CC o 18 05 [blank] AB 1
2A 11 XA AC 2
37 13 XB AH 3
8A 64 XC Al 5
71 XD Al 7
78 XE AM T
80 XF AN \W
82 XG AP X
83 XH AT z
84 X AU
97 XR AV
DA AW
DF B
BA
BL
BP
C
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Industry | Portfolio | Account | CBR Account Compliance |Special Comment| ECOA
Code Types Types | Status Codes | Condition Codes Codes Codes

CH

CN

co

M

o]

S

\Y
CC R 0G 05 [blank] AB 1
18 11 XA AC 2
2A 13 XB AH 3
37 64 XC Al 5
8A 71 XD A 7
78 XE AM T
80 XF AN W
82 XG AP X
83 XH AT VA

84 X AU

97 XR AV

DA AW

DF AX

B

BA

BL

BP

C

CH

™M

CN

co
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Industry | Portfolio | Account | CBR Account Compliance |Special Comment| ECOA
Code Types Types | Status Codes | Condition Codes Codes Codes
M
0
S
\Y,
DEBTCOLL 0] ocC 62 XB AB 1
48 93 XC AC 2
77 DA XF Al 3
DF XG Al 5
XH AM 7
XR AU T
AW W
B X
BP z
C
S
\Y,
MORTGAGE C 89 05 XA AB 1
11 XB AC 2
13 XC AH 3
64 XD Al 5
65 XE Al 7
71 XF AM T
78 XG AN W
80 XH AP X
82 XJ AS VA
83 XR AT
84 AU
89 AV
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Industry | Portfolio | Account | CBR Account Compliance |Special Comment| ECOA
Code Types Types | Status Codes | Condition Codes Codes Codes

94 AW

97 B

DA BA

DF BP

C

CH

C

CK

C™M

CN

co

M

0

S

\Y
MORTGAGE I 04 05 XB AB 1
05 11 XC AC 2
0A 13 XF AG 3
OF 64 XG AH 5
17 65 XH Al 7
6D 71 XR A T
9A 78 AM W
80 AN X
82 AS z

83 AT

84 AU

89 AV

94 AW

97 AX
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Industry | Portfolio
Code Types

Account
Types

CBR Account
Status Codes

Compliance
Condition Codes

Special Comment
Codes

ECOA
Codes

DA
DF

B
BA
BN
BP
BT

C
CH

Account Types

The following table lists the account types that Latitude supports.

Code |Description
04 |Home Improvement
05 [Federal Housing Administration (FHA) Home Improvement Loan
O0A [Time Share Loan
0C |Debt Purchaser
OF |Construction Loan
0G [Flexible Spending Credit Card
17 [Manufactured Housing
18 [(Credit Card
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Code |Description

2A  Secured Credit Card

37 [Combined Credit Plan

48 |Collection Agency/Attorney

6D [Home Equity

77 [Returned Check

89 |Home Equity Line of Credit

8A [Business Credit Card

9A [Secured Home Improvement

Address Indicator

The following table lists the address codes that Latitude supports.

Code [Description

[blank] [Address not available or unknown.

B Business address - not consumer's residence.

C [Confirmed/Verified address

Note: Use this code to report a confirmed or verified address after receiving an address
discrepancy notification from a consumer reporting agency. Report this code one time after
confirming the address.

D |Data reporter's default address.

M  Military address.

N Not confirmed address.

P  [Bill Payer Service - not consumer's residence.

S  [Secondary address.

U Non-deliverable address/Returned mail.

268



Latitude Printable Help for Users

Code |Description

Y Known to be address of consumer.

CBR Account Status Codes

The following table lists the CBR account status codes that Latitude supports.

Status |Description
Code

05 Account transferred.

11 Current account (0-29 days past the due date). Installment and Mortgage loans require a
current account with a non-zero balance amount. Credit Line, Open, and Revolving portfolio
types require a current account that is available for use. For a closed account with a balance
due, report Special Comment Code "M" or Compliance Condition Code "XA" to indicate that
the account is no longer available for use.

13 Paid or closed account; zero balance. Installment and Mortgage loans require a paid account
with a zero balance amount. Credit Line, Open, and Revolving portfolio types require an
account that is no longer available for use and has a zero balance amount. Report Special
Comment Code "M" or Compliance Condition Code "XA" to indicate a closed account.

62 Account paid in full; account was a collection account.

64 Account paid in full; account was a charge-off.

65 Account paid in full; foreclosure started.

71 Account 30-59 days past the due date.

78 Account 60-89 days past the due date.

80 Account 90-119 days past the due date.

82 Account 120-149 days past the due date.

83 Account 150-179 days past the due date.

84 Account 180 days or more past the due date.

89 Deed received in lieu of foreclosure on a defaulted mortgage.

93 Account assigned to internal or external collections.
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Status |Description
Code

94 Foreclosure completed; collateral sold to settle defaulted mortgage.

97 Unpaid balance reported as a loss (charge-off).

DA Delete entire account (for reasons other than fraud). For example:
e Account reported in error.

e Consumer is deceased and no other associated party remains responsible for the
account.

e Insurance is paying the account, or paid the account in full.
e Debt buyer forwarded or sold the account.
e Third-party agency canceled and returned the account to the creditor.

e Consumer has a discharged bankruptcy Chapter 7 or is in a Chapter 13 repayment
plan currently.

Note: To maintain the integrity of credit information, don't request a subsequent deletion of
account history unless reporting an actual error. Report paid derogatory accounts, such as
collections, as paid; don't delete them.

DF Delete entire account because of confirmed fraud (fraud investigation completed).

Compliance Condition Codes

The following table lists the compliance condition codes that Latitude supports.

Code [Description

[blank]Retains value reported previously or, no new Compliance Condition Code applies for this activity
period.

XA |Account closed at consumer’s request.

XB |Consumer disputed account information under the Fair Credit Reporting Act (FCRA). This code
reports for as long as it is valid.

XC [Completed investigation of FCRA dispute; consumer disagrees.

XD [|Account closed at consumer’s request and in dispute under FCRA.
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Code [Description

XE |Account closed at consumer’s request and dispute investigation completed; consumer disagrees.
Used for FCRA or FCBA disputes.

XF JAccount in dispute under Fair Credit Billing Act (FCBA).

XG |FCBA dispute resolved; consumer disagrees.

XH JAccount in dispute previously, now resolved and data furnisher reported. Used for FCRA or FCBA
disputes.

XJ |Account closed at consumer’s request and in dispute under FCBA.

XR [Removes the most recently reported compliance condition code. Note: Do not use "XR" as a
default value. If no Compliance Condition Code applies in the current activity period, insert a
[blank] code.

Consumer Information Indicator (Bankruptcy) Codes

The following table lists the Consumer Information Indicator (bankruptcy) codes that Latitude supports.
Your organization can add other codes as needed. The system determines the code using the legal
bankruptcy milestone dates specified for the account. The system uses a default code for accounts with
a bankruptcy chapter but no legal milestone dates.

Code |Description

[blank] Retains value reported previously, or no new Consumer Information
Indicator applies for this activity period.

A |Petition for Chapter 7 bankruptcy.

B  |Petition for Chapter 11 bankruptcy.

C  |Petition for Chapter 12 bankruptcy.

D  |Petition for Chapter 13 bankruptcy.

E [Discharged through Chapter 7 bankruptcy.

F  |Discharged through Chapter 11 bankruptcy.

G |Discharged through Chapter 12 bankruptcy.
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Code |Description

H |Discharged and completed through Chapter 13 bankruptcy. Report when
consumer completes all payments through the Chapter 13 plan.

I Chapter 7 bankruptcy dismissed.

J Chapter 11 bankruptcy dismissed.

K |Chapter 12 bankruptcy dismissed.

L  [Chapter 13 bankruptcy dismissed.

Q |Removes Bankruptcy Indicator (A through P, and Z) reported previously
or Personal Receivership Indicator (1A). Also used to report bankruptcies
that closed or terminated without being discharged or dismissed.

Note: Don't report "Q" as a default value. Fill with a blank instead.

R Reaffirmation of debt.

Z [Bankruptcy - Undesignated chapter.

Creditor Classification Code

The following table lists the creditor classification codes that Latitude by Genesys supports.

Code [Description

01 [Retail

02 [Medical/Health Care

03 |Oil Company

04 Government

05 |Personal Services

06 [Insurance

07 [Educational

08 [Banking
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Code [Description

09 [Rental/Leasing

10 |Utilities

11 (Cable/Cellular

12  [Financial

13  [Credit Union

14 Automotive

15 [Check Guarantee

ECOA Codes

The following table lists the Equal Credit Opportunity Act (ECOA) codes that Latitude by Genesys
supports.

Code |Description

1 [Individual: Party has contractual responsibility for the account and has primary responsibility for
its payment.

2 loint Contractual Liability: Party signed an agreement to repay all debts arising on the account.
There are other parties associated to the account who could have contractual responsibility.

3 |Authorized User: Party is an authorized user of the account; another party has contractual
responsibility.

5 |Co-maker or Guarantor: Party guaranteed the account and assumes responsibility for the
account if the maker defaults.

7 Maker: Party is responsible for the account; a cosigner guaranteed the account.

T [Terminated: Party is no longer associated to the account; do not report.

W [Business/Commercial: Account is for a company.

X |Deceased: Party is deceased. There could be other parties associated to the account.

Z |Delete: Party reported in error; delete the party from the reporting file.
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Industry Codes

The following table lists the industry codes that Latitude by Genesys supports.

Code |Description

CC Credit Card

DEBTCOLL |Debt Collection

MORTGAGEMortgage

Portfolio Types

The following table lists the portfolio types that Latitude by Genesys supports.

Code |Description

C [Line of credit

| Installment

O |Open Account

R  |Revolving

Residence Codes

The following table lists the residence codes that Latitude by Genesys supports.

Code |Description

[blank] |Not available or unknown.

O [Consumer owns the residence associated to the reported address.

R  |Consumer rents the residence associated to the reported address.

Special Comment Codes

The following table lists the special comment codes that Latitude by Genesys supports.

Code |Description

AB [Debt paid through insurance. Account status code cannot be "13", "61", "62", "63", "64", or "65".
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Code

Description

AC

Paying under a partial payment agreement. Account status code cannot be "13", "61", "62", "63",
II64II’ Or II65||.

AG

Simple interest loan. Any loan where interest compounds daily.

AH [Purchased by another company.

Al [Recalled to active military duty.

AJ |Payroll deduction.

AM |Account payments assured through wage garnishment.

AN |Account acquired by Federal Deposit Insurance Corporation (FDIC) or National Credit Union
Administration (NCUA).

AP [Credit Line suspended. The credit line is temporarily unavailable for use.

AS [Account closed because of refinance.

AT |Account closed because of transfer. Used for internal transfers.

AU JAccount paid in full for less than the full balance. Requires account status code "13", "61", "62",
"63", "64", or "65" and a current balance of 0.

AV [First payment never received; could indicate fraudulent activity.

AW |Affected by natural or declared disaster.

AX JAccount paid from collateral. Requires account status code "13", "61", "62", "63", "64", or "65"
and a current balance of 0.

B [Financial counseling program manages the account payments.

BA [Transferred to Recovery. Requires account status code "71", "78", "80", "82", "83", "84", "88",
'89", "93", "94", "95", "96", or "97".

BL [Credit card lost or stolen.

BN (Company that originally sold the merchandise paid. Requires account status code "13", "61",

'62", "63", "64", or "65" and a current balance of 0.
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Code

Description

BP

Paid through insurance. Requires account status code "13", "61", "62", "63", "64", or "65" and a
current balance of 0.

BT

Principal deferred; interest payment only.

C [Co-maker or Guarantor pays. Requires account status code "13", "61", "62", "63", "64", or "65"
and a current balance of 0.
CH |[Guaranteed, insured.
CJ [Credit line no longer available; in repayment phase. Account status code cannot be "13", "61",
62", "63", "64", or "65" and the current balance cannot be 0.
Use for line of credit accounts that have two phases: the borrowing phase and the repayment
phase. The repayment phase is a natural progression for the account when the consumer is
responsible for payment of the outstanding balance and the credit line is no longer available for
use.
CK [Credit line reduced because of collateral depreciation. Use for home equity or other secured line
of credit accounts.
CM [(Creditor released the collateral; balance owing. Account status code cannot be "13", "61", "62",
"63", "64", or "65" and the current balance cannot be 0.
Use for mortgages, home equity, or other secured accounts when the creditor releases the
collateral but the consumer still has an outstanding balance to repay.
CN [Loan modified under a federal government plan.
CO |Loan modified, but not under a federal government plan.
H JAnother party assumed the loan. Requires ECOA Code "T" (Terminated).
M |Account closed at credit grantor's request.
O |Account transferred to another lender.
S [Special handling. Contact credit grantor for more information.
V |Adjustment pending. Account adjustment, such as returned merchandise or refund due.

Transaction Types

The following table lists the transaction types that Latitude by Genesys supports.
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Code |Description

[blank] |Account or borrower is not new, or no change in consumer information.

1 Newly opened account, or new borrower associated to existing account.

2 Name change.

3 Address change.

5 Social Security Number change.

6 Name and address change.

8 Name and Social Security Number change.

9 Address and Social Security Number change.

A Name, Address, and/or Social Security Number change.

Custom Panel

Custom Panel

Use custom panels to view information that your organization specifies for the account displayed in the
Work Form. For each panel, your organization specifies a panel name, the data to display, and whether
users can view the panel in the Work Form.

Create a Custom Panel

Administrators can create a custom panel to display read-only data for an account displayed in the Work
Form. An administrator specifies a name for the panel, the data to display, and whether users can view
the panel in the Work Form. Administrators can create as many custom panels as necessary.

To create a custom panel

1. Create a stored procedure that takes in the @accountid parameter as an INT and specifies the
data to display in the panel. The @accountid parameter is the file number. The following
example shows a procedure that pulls data from the lat.Note table:

CREATE PROCEDURE dbo.TestNotes
(
@accountid INT

AS
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BEGIN

SELECT [UserName], [ActionCode], [ResultCode], [Comment], [DateCreated]
FROM [lat].[Note]

WHERE [Accountld] = @accountid

ORDER BY [DateCreated] DESC

END

GO

2. Insert a row into the lat.UserInterfacePlugins table that specifies the plug-in name, display name
(panel name), and Sproc name. Don't change the "type" or "URL" values. See the following
example:

INSERT INTO [lat].[UserInterfacePlugins]
([Type],
[PluginName] ,
[DisplayName] ,
[Url],
[Parameters]
)
VALUES ( 'PANEL', -- Type - varchar(25)
'GenericDataPanel', -- PluginName - varchar(50)
N'Generic Data Grid Panel', -- DisplayName - nvarchar(100)
N'workform/views/panel/genericPanel.tmpl.html', -- Url - nvarchar(250)
'dbo.TestNotes' -- Parameters - varchar(255)

)

3. Enable the panel in the Reference Panels permission. When a user with the appropriate
permissions opens the panel in the Work Form, Latitude calls the associated procedure, passes
the file number, and displays the returned data in the associated panel.
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[ I I Cenene b e ;;I\-II * _

Export All To CSV

UserName ActionCode ResultCode Comment DateCreated
FUSION SEND SEND Equifax FirstSearch Service data ordered on 04/27/2012. Current Balance = 1307.21 2012-04-27
EXCHANGE-S co co MNEW BIZ IMPORT 2011-02-11

View a Custom Panel

Use a custom panel to view information that your organization configured to display for the account
displayed in the Work Form. You can filter the data and also export the data to a Comma Separated
Value (CSV) file. You must have the Reference Panels Permission to view the custom panel.

To view a custom panel

1. Inthe Reference Panel navigation bar, click Available Panels and then click the name of the
custom panel. The following is an example of a custom panel.

[ I I Cenerc bat Grd Fanel X _

Export All To CSV

UserName ActionCode ResultCode Comunent DateCreated
FUSION SEND SEND Equifax FirstSearch Service data ordered on 04/27/2012. Current Balance = 1307.21 2012-04-27
EXCHANGE-S co co MNEW BIZ IMPORT 2011-02-11

2. To display only the rows with data that meet specific criteria, in the Filter page by box, type a
word or phrase. Only rows with data that match the specified criteria display in the data grid.

3. To export all the unfiltered data to a CSV file, click Export All To CSV. The system downloads all
data to a CSV file. If you have Microsoft Excel, the system defaults to opening the file in
Microsoft Excel.

I Tip: To clear afilter, delete the content in the Filter page by box. I
Documentation

Documentation

Use the Documentation panel to attach electronic documents to the account displayed in the Work
Form. You can also view, download, and detach documents. You must have the appropriate permissions
to attach, view, and detach documents.

Attach a Document to an Account

Use the Documentation panel to attach an electronic document to the account displayed in the Work
Form. Latitude supports any document type, such as a Word document, Excel file, text file, or image.
You must have the Attach Documentation Permission.

To attach a document to an account

1. Inthe Reference Panel navigation bar, click Available Panels and then click Documentation.
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I Available Panels l Documentation X
+ Attach Document | @ Help

& Name Category Filename Attached Date By

a Contract Legal Collect 2015_Agenda_May 26 2015.docx 8/25/15 GSadmin

2. In the Reference Panel toolbar, click Attach Document.

Attach Document

Upload [ Chaasa File | Mo file chasen

Hame:

Category Choosa Document Category - Reguired ¥

Cancel @ Help

3. Do one of the following, depending on what your Internet browser allows:

e Click Choose File. In the Open dialog box, locate the file to attach, click it, and then click
Open.

e Dragand drop a file onto Choose File.
4. Inthe Name box, type a name for the document.

5. Inthe Category list box, click the category to assign to the document.

6. Click Attach.

View Documents Attached to an Account

Use the Documentation panel to view a list of documents that are attached to the account displayed in
the Work Form. You can also select a document and view it. You must have the View Attached
Documents Permission.

To view documents attached to an account

1. Inthe Reference Panel navigation bar, click Available Panels and then click Documentation.

I Available Panels « l Documentation %
=+ Attach Document @ Help
|

& Name Category Filename Attached Date By

a Contract Legal Collect 2015_Agenda_May 26 2015.docx 8/25/15 GSadmin

2. Toview a document, in the Name column, click the link. The document appears minimized
beneath the status bar. Click the document to open it in the associated program (for example,
Word, Excel).
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Download a Document

Use the Documentation panel to download a document that is attached to the account displayed in the
Work Form.

To download a document

1. Inthe Reference Panel navigation bar, click Available Panels and then click Documentation.

I Available Panels « . Documentation %
=+ Attach Document @ Help
|

& Name Category Filename Attached Date By

8 Contract Legal Collect 2015_Agenda_May 26 2015.docx 8/25/15 GSadmin

2. Do one of the following, depending on what your Internet browser allows:

e In the Name column, right-click the link and then click Save Target as... Specify a
location and file name and then click Save.

e Inthe Name column, click the link. The document appears under the status bar. Click
the document to open it in its associated program and then save the file.
Delete a Document From an Account

Use the Documentation panel to delete a document from the account displayed in the Work Form. You
must have the Delete Documentation Permission.

To delete a document from an account

1. Inthe Reference Panel navigation bar, click Available Panels and then click Documentation.

I Available Panels l Documentation %
+ Attach Document | @ Help

& Name Category Filename Attached Date By

a Contract Legal Collect 2015_Agenda_May 26 2015.docx 8/25/15 GSadmin

2. Click the Delete icon and then click OK.

3. Inthe confirmation dialog box, click OK.
Email Addresses

Email Addresses

Use the Email panel to view, add, and modify email addresses associated to accounts. You can also
indicate whether the contact person granted permission to send email messages to specific email
addresses.

View Email Addresses

Use the Email panel to view email addresses associated to the account displayed in the Work Form.
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To view email addresses

1. In the Reference Panel navigation bar, click Available Panels and then click Email.

Awailable Panels + . Email X

‘ + add ‘ Filter By: Contact Clear Filter @ Help
Email Address Primary Type Consent Status Bcontact
msmith @myprovider.com - / Home ] Vvanner, Yseult

Email Address: Person's email address.
Primary: If selected, the email address is the person's primary (main) email address.
Type: Type of email, such as home or work.

Consent: Indicates whether the person granted permission to send email messages to the email
address.

Status: Status of the email address, such as good, bad, or unknown.
Contact: Name of the person associated to the email address.

2. To display email addresses for a specific person only, in the Contact box in the Reference Panel
toolbar, click the name of the person. Only the email addresses for the specified person appear
in the panel.

I Tip: To clear the filter and display all email addresses, click Clear Filters.

Add an Email Address

Use the Add Email Address dialog box to add an email address to the account displayed in the Work
Form.

To add an email address

1. Inthe Reference Panel navigation bar, click Available Panels and then click Email.

Available Panels + . Email %

‘ + add ‘ Filter By: Contact Clear Filter © Help

Email Address Primary Type Consent Status Bcontact

msmith @myprovider.com - / Home ] Vanner, Yseult

2. In the Reference Panel toolbar, click Add.
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Add Email Address

Email Address

I'ype v

Status ¥

Customer on Account Eva M Severino ¥

Is Primary?

Consent To Email Granted

Obtained From Eva M Severino ¥
Written Verbal

Method

Comment

Cancel @ Help

Email Address: Person's email address (for example, jdoe@myprovider.com).

Type: Type of email address, such as home or work.

Status: Status of the email address, such as good, bad, or unknown.

Customer on Account: Person associated to the email address.

Is Primary: If selected, the email address is the person's primary (main) email address.

Consent To Email: If selected, the person granted permission to send email messages to this
email address. If cleared, the person denied permission to send email messages to this email
address.

Obtained From: Name of the person who granted or denied permission to send email messages
to this email address.

Method: Indicates whether the person granted permission verbally or in writing.
Comment: More information regarding the email address.

3. Complete the information and then click Save.

Modify an Email Address

Use the Edit Email Address dialog box to modify an email address for the account displayed in the Work
Form. You can also modify permissions for sending email messages to an email address.

To modify an email address

1. Inthe Reference Panel navigation bar, click Available Panels and then click Address.
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Available Panels ~ l Email %

‘ o+ add Filter By: Contact Clear Filer @ Help
Email Address Primary Type Consent Status Econtact
msmith@myprovider.com - / Home < Vanner, Yseult

2. Inthe data grid, click the email address and then, in the Email Address list box, click Edit.

Edit Email Address

Email Address Eva. Severino@mail.com

Type Home ¥
Status Good v
Customer on Account Eva M Severing ¥
Is Primary? e

Consent To Email » Granted

Obtained From

Method

Eva M Severing

Written

¥

= Verbal

Comment

Save | | Cancel © Help

Email Address: Person's email address (for example, jdoe@myprovider.com).

Type: Type of email address, such as home or work.

Status: Status of the email address, such as good, bad, or unknown.

Customer on Account: Person associated to the email address.

Is Primary: If selected, the email address is the person's primary (main) email address.

Consent To Email: If selected, the person granted permission to send email messages to this
email address. If cleared, the person denied permission to send email messages to this email
address.

Obtained From: Name of the person who granted or denied permission to send email messages
to this email address.

Method: Indicates whether the person granted permission verbally or in writing.
Comment: More information regarding the email address.

3. Modify the information and then click Save.
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Change the Status of an Email Address

Use the Email panel to change the status of an email address for the account displayed in the Work

Form.

To change the status of an email address

1. Inthe Reference Panel navigation bar, click Available Panels and then click Email.
Available Panels - . Email X
‘ + add Filter By: Contact Clear Filter
Email Address Primary Type Consent Status
memith @myprovider.com - ’ Home ]
2. Inthe data grid, click the email address and then, in the Email Address list box, do one of the

following:
o If the email address is good, click Good.
e |f the email address is bad, click Bad.

e |f the email address is unknown, click Unknown.

Email Consent Icons

The following table lists the email consent icons and their description.

Icon |Description
] Person granted permission to send messages to this email address.
&  [Person denied permission to send messages to this email address.

Email Status Icons

The following table lists the email status icons and their description.

Icon

Description

>

Email address is good.

]

Email address is bad.

Email address status is unknown.
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Extra Data

Extra Data

Use the Extra Data panel to view, add, and modify custom data for the account displayed in the Work
Form.

Add Extra Data

Use the Extra Data panel to add custom data to the account displayed in the Work Form. You must have
the Create Extra Data Permission.

To add extra data

1. In the Reference Panel navigation bar, click Available Panels and then click Extra Data.

Available Panels = Extra Data X

| @ Help

2. Inthe extra data code list box, click the code to add. Boxes appear for the selected code.
3. Complete the information for each box and then click Save. A new tab for the specified extra

data code appears on the Extra Data panel.

Modify Extra Data

Use the Extra Data panel to modify extra data associated to the account displayed in the Work Form. A
tab appears on the Extra Data panel for each extra data code associated to the account. You must have
the Update Extra Data Permission.

To modify extra data

1. Inthe Reference Panel navigation bar, click Available Panels and then click Extra Data.

2. Click the tab for the extra data to modify.
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[ Avgilable Panels = l Extra Data %
Add LL

|
@ Help

LANDLORD

NAME Mr. Smith

ADDRL 100 Main St.

csZ Jacksonville, FL 32256
PHONE 555-555-5555

LEASE 2 45687

3. Modify the information and then click Save.
Fusion Service History

Fusion Service History

Use the Fusion Service History panel to view service requests for all parties on the account displayed in
the Work Form and the responses received from outside service providers. For example, your
organization can request an address verification from an outside service. Users generate these requests
and receive the responses using Fusion. For more information, see the Fusion documentation.

View Fusion Service History

Use the Fusion Service History panel to view service requests for all parties on the account displayed in
the Work Form and the responses received from outside service providers.

To view Fusion service history

1. Inthe Reference Panel navigation bar, click Available Panels and then click Fusion Service
History. The navigation tree is sorted by party name, service provider, and service request date

and time.
‘ © Help ‘
© WIESEN, ROY Requesting Application:
€ nul Requested By:
12/31/0000 07:00 pm Verified By:

Verifled Date: Verifled

[Name]: Name of the party on the account for whom a user requested the service.
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[Provider]: Name of the service provider.
[Date]: Date and time a user requested the service.
2. Inthe navigation tree, expand the party name and service provider nodes.

3. Click the date and time entry. The service history appears. If the system received a response
from the service provide, it appears also.

‘ @ Help

©. WESEN, ROY Equifax FirstSearch .Ai
© Equifax - VIRTUALHEADER VIRTUALHEADER =
08/13/2013 02:16 am RequestlD 6 L
BodyRecordType BD
SSN1 123456789
FirstName1 TESTFIRST
LastNamel TESTLAST
MiddlelInitial M
StreetAddress TESTSTREET
Cityl TESTCITY o
Requesting Application: Ifwiz
Requested By: ADMIN
Verified By:
Verified Date: [F7 Verified

[Data]: Data submitted with the service request to the outside service provider.
Requesting Application: Program that requested the service.

Requested by: User who requested the service.

Verified by: User who verified the response from the service provider.

Verified Date: Date a user verified the response.

Verified: If selected, a user verified the response.

Verify a Response From an Outside Service Provider

Use the Fusion Service History panel to verify a response from an outside service provider for the
account displayed in the Work Form. You must have the Fusion Services - Verify Responses Permission.

To verify a response from an outside service provider

1. Inthe Reference Panel navigation bar, click Available Panels and then click Fusion Service
History.
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‘ © Help ‘

€ WIESEN, ROY
& nul
12/31/0000 07:00 pm

Requesting Application:
Requested By:
Verified By:

Verifled Date:

Verifled

2. Inthe navigation tree, expand the party name and service provider nodes.

3. Click the date and time entry. The service history appears.

4. Select the Verified check box. The system populates the Verified By box with your user name
and populates the Verified Date box with the current date and time.

‘ i © Help
€ WIESEN, ROY Eaquifax FirstSearch | -
©  Equifax VIRTUALHEADER VIRTUALHEADER
RequestlD 6 5
BodyRecordType BD
SSN1 123456789
FirstNamel TESTFIRST
LastNamel TESTLAST
Middlelnitial M
StreetAddress TESTSTREET
Cityl TESTCITY :

Income and Expenditures

Income and Expenditures

Requesting Application:
Requested By:
Werified By:

Verified Date:

Ifwiz
ADMIN

as

08/20/2013 09:01 am

| verified

Use the Income and Expenditure panel to maintain a customer's income and expenditures. Latitude
uses this information to calculate the customer's monthly disposable income. This information assists
you in arranging a successful payment plan with the customer. You must have the Maintain Income and

Expense items Permission.

For a linked account, this panel depends on the account having a Personal Unique Record Number

(PURN) value. The system only allows one active income and expense record for an individual PURN. If a
PURN is associated to more than one account, Latitude displays the income and expense record for the
PURN regardless of which account you are viewing. You can update income and expenses from any of
the linked accounts.

Add Financial Summary Information

Use the Summary tab in the Income and Expenditure dialog box to add financial summary information
for the account displayed in the Work Form.
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To add financial summary information

1. In the Reference Panel navigation bar, click Available Panels and then click Income and
Expenditure.

I Available Panels « . Notes % Income And Expenditure 3

+Add | & History | @ Help

Summary ‘[ Income ” Expenses " Arrears

Status Monthly Financials
Employment Status ¥ Total Income £ 0
Home Status ¥ Total Expenditure £ o
Household Total Priority Debt £
Adults 0

Tatal Other Debt £ o
Children Under 14 0

Dispoesable Income E o
Children 14-18 0
Vehicles 0 Date Of Next Review

2. Inthe Reference Panel toolbar, click Add and then, in the Income and Expenditure dialog box,
click the Summary tab.

Income and Expenditure

[ [ [ e [

Status Monthly Financials
Employment Status v Total Income £ o
Home Status v Total Expenditure £ o
Household Total Priority Debt £ o
Adults

Total Other Debt £ o
Children Under 14

Disposable Income £ o
Children 14-18
Vehicles

Li Cancel

Employment Status: Customer's employment status.

Home Status: Customer's home ownership or living situation.

Adults: Number of household members who are over the age of 18.
Children Under 14: Number of household members who are under the age of 14.
Children 14-18: Number of household members who are 14-18 years of age.
Vehicles: Number of vehicles in use for the household.

Total Income: Total amount of income from the Income tab. Latitude populates this box.

Total Expenditure: Total amount of expenses from the Expense tab. Latitude populates this box.
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Total Priority Debt: Total amount of priority debt from the Arrears tab. Latitude populates this
box.

Total Other Debt: Total amount of other debt from the Arrears tab. Latitude populates this box.

Disposable Income: Amount of monthly disposable income. Latitude calculates this value using
the following formula: Total Income - (Total Expenses + Total Priority Debt + Total Other Debt).

3. Complete the information and then click Save.
Add Income

Use the Income tab to add income for the account displayed in the Work Form.

To add income

1. In the Reference Panel navigation bar, click Available Panels and then click Income and
Expenditure.

I Available Panels - . MNotes X Income And Expenditure X

+Add

| & History | @ Help

Summary ‘[ Income ” Expenses " Arrears

Status Monthly Financials
Employment Status v Taotal Incame £ o
Home Status ¥ Total Expenditure £ o
Household Total Priority Debt £«
Adults 0

Tatal Other Debt £ o
Children Under 14 (]

Disposable Income £ 0
Children 14-18 (]
vehides 0 Date Of Next Review

2. Inthe Reference Panel toolbar, click Add and then click the Income tab.

Income and Expenditure

[ o [ | e I

Income Property and Assets

Salary £ Manthiy v Value of Property £ o
Benefits £ Monthly v Mortgage Outstanding £ 0
Allowances £ Monthly v Secured Loans !
Other £ Monthly v Other Assets
Total Income £ o

& Cancel
Income

Salary: Amount of money the customer receives from salary, and the frequency received.

Benefits: Amount of money the customer receives from benefits, and the frequency
received.
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Allowances: Amount of money the customer receives from allowances, and the frequency
received.

Other: Amount of money the customer receives from other sources, and the frequency
received.

Total Income: Total income that the customer receives.
Property and Assets - The system doesn't include these amounts in calculations.
Value of Property: Monetary value of the customer's property.
Mortgage Outstanding: Amount of the customer's mortgage that is outstanding.
Secured Loans: Balance of the customer's secured loans.
Other Assets: Monetary value of the customer's other assets.

3. Complete the information and then click Save.

Add Expenses

Use the Expenses tab to add expenses for the account displayed in the Work Form. The Trigger Figures
section displays the average expense amounts based on the number of people in the household and
their ages. You must have the Trigger Values Permission to modify these amounts.

To add expenses

1. Inthe Reference Panel navigation bar, click Available Panels and then click Income and
Expenditure.

I Available Panels » I Notes 3¢ Incorme And Expenditure 3

+Add | & History | @ Help |
Summary “ Income ” Expenses " Arrears
Status Monthly Financials
Employment Status v Taotal Income £ oo
Home Status v Total Expenditure £ o
Household Total Priority Debt £«
Adults
Tatal Other Debt £ o
Children Under 14
Disposable Income E o

Children 14-18

Vehicles 0 Date Of Next Review

2. Inthe Reference Panel toolbar, click Add and then click the Expenses tab.
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Income and Expenditure

Mortgage f Monthiy v Vehicle F | Monthly v
L £ o Monthly v Other Trave F o orthly
Coundl Tax 'S Monthly =
Food £ 0 Monthly w
Utilities £ Monthly i
S Clathing £ Monthly v
o £ ot v Other Housekeeping £ Monthly v
E o Monthly L) Other F | anithly
Trigger Figures
Phione: Travel: " Housskeaping: ot

£100.00 £150.00 £250.00

Save Cancel

Mortgage: Mortgage expense and the frequency in which the customer incurs this expense.
Rent: Rent expense and the frequency in which the customer incurs this expense.
Council Tax: Council tax expense and the frequency in which the customer incurs this expense.

Utilities: Utilities expenses (including water, gas, and electricity) and the frequency in which the
customer incurs this expense.

Telephone: Telephone expenses (including land line, mobile, and broadband) and the frequency
in which the customer incurs this expense.

Television: Television expenses (including TV license and satellite TV) and the frequency in which
the customer incurs this expense.

Vehicle: Vehicle expenses (including car tax, insurance, and fuel) and the frequency in which the
customer incurs this expense.

Other Travel: Other travel expenses (such as public transportation) and the frequency in which
the customer incurs this expense.

Food: Food expense and the frequency in which the customer incurs this expense.
Clothing: Clothing expenses and the frequency in which the customer incurs this expense.

Other Housekeeping: Other housekeeping expenses and the frequency in which the customer
incurs this expense.

Other: Other expenses and the frequency in which the customer incurs this expense.

Trigger Figures - Trigger figures with a red background indicate that the actual expense exceeds
the trigger value.

Phone: Maximum amount that your organization considers normal for telephone
expenses.

Travel: Maximum amount that your organization considers normal for travel expenses.
Travel expenses include car tax, insurance, fuel, and other travel expenses such as public
transport.
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Housekeeping: Maximum amount that your organization considers normal for
housekeeping expenses. Housekeeping expenses include food, clothing, lottery, tobacco,
social, and healthcare.

Other: Maximum amount that your organization considers normal for other expenses.

3. Complete the information and then click Save.

Add Arrears
Use the Arrears tab to add past due debt for the account displayed in the Work Form.
To add arrears

1. In the Reference Panel navigation bar, click Available Panels and then click Income and
Expenditure.

I Available Panels » l Motes X Income And Expenditure X

+Add & History | @ Help

o e e

Status Monthly Financials
Employment Status v Tatal Income £ 0
Home Status ¥ Total Expenditure £ 0
Household Tatal Priority Debt £ 0
Adults 0

Total Other Debt £ o
Children Under 14 (]

Dispasable Income £ o
Children 14-18 0
vehicles 0 Date Of Next Review

2. Inthe Reference Panel toolbar, click Add and then click the Arrears tab.

Income and Expenditure

[ [ [ ] -

Monthly Priority Debts Monthly Other Debts

Mortgage Arrears W] Total No of Credit/Store Cards 0
Rent Arrears ] Credit/Store Cards Balance £ 0
Council Tax Arrears o Credit/Store Cards Monthly Payment £ o
Utilities Arrears i} Total No of Loan Agreements 0

Other Secured Loans Loan Agreements Balance

Magistrates Fines i) Loan Agreements Manthly Payments

Maintenance 0 Other Debts Balance

N R R

Hire Purchase 0 Other Debts Monthly Payments

Other Arrears

(B R R R R o R T - D s )

“ Cancel
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Mortgage Arrears: Overdue mortgage amount.

Rent Arrears: Overdue rent amount.

Council Tax Arrears: Overdue council tax amount.

Utilities Arrears: Overdue utilities amount.

Other Secured Loans: Overdue secured loan amount.

Magistrates Fines: Overdue magistrate fines.

Maintenance: Overdue maintenance amount.

Hire Purchase: Overdue vehicle "hire purchase" amount.

Other Arrears: Overdue other amount.

Total No of Credit/Store Cards: Total number of credit cards and store cards.
Credit/Store Cards Balance: Total balance owed on the credit cards and store cards.

Credit/Store Cards Monthly Payment: Monthly payment amount for the credit cards and store
cards.

Total No of Loan Agreements: Total number of loan agreements.

Loan Agreements Balance: Total balance owed on the loan agreements.

Loan Agreements Monthly Payments: Monthly payment amount for the loan agreements.
Other Debts Balance: Balance of other debts.

Other Debts Monthly Payments: Monthly payment amount for other debts.

3. Complete the information and then click Save.

View Income and Expenditure History

Use the Income and Expenditure History dialog box to view income and expenditure history for a
specific date for the account displayed in the Work Form. You can also replace information on the tabs
in the Income and Expenditures panel with historical information.

To view income and expenditure history

1. Inthe Reference Panel navigation bar, click Available Panels and then click Income and
Expenditure.
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I Available Panels = . Motes X Income And Expenditure X

+Add & History | @ Help

ey [ | o | e

Status Monthly Financials
Employment Status Employed - Full Tim ¥ Totzl Income E 0
Home Status Mortgage Sole Y Total Expenditure F o
Household Total Priority Debt £ o
Adults 1

Total Other Debt £ o
Children Under 14 0

Disposable Income £ 0
Children 14-18 0
vehicles 2 Date OF Next Review 19/11/201%

2. Inthe Reference Panel toolbar, click History. The Income and Expenditure History dialog box
appears.

3. Inthe Select a Date list box, click a date. Historical information for the specified date appears.

Income and Expenditure History

Select a Date 2014-11-19T19:29:35.25 v
Status Monthly Financials
Employment Status Employed - Full Tim ¥ Total Income £ o
Home Status Mortgaqge Sole ¥ Total Expenditure £ 0
Household Total Priority Debt £ o
Adults 1

Total Other Debt £ 0
Children Under 14 0

Disposable Income |

Children 14-18 i)
WVehicles 2
iake Current,|  Cancel
4. Click a tab to view its information.
5. To replace information on the Income and Expenditures panel with this historical information,
click Make Current.

Interactions and Events

Interactions and Events

Use the Interactions panel to view interactions with the account displayed in the Work Form (for
example, the system or a user added a note). An interaction is a group of events that occur while an
account is open in the Work Form. Use the Events panel to view the actions that occurred on an account
(for example, a user changed the account status). You can use this information for auditing purposes.
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View Account Interactions

Use the Interactions panel to view interactions for the account displayed in the Work Form. Interactions
include phone calls, texts, email messages, and letters.

To view account interactions

1. Inthe Reference Panel navigation bar, click Available Panels and then click Interactions. The
Interactions panel appears.

[ Available Panels « ' Interactions %

Restrict to Users: Restrict to Methods: Restrict to Event Types: Date: £  |To Date: o) Clear Filters @ Help

Method User © Started Ended Duration
(c] & quick search “1 GSadmin 4/26/18 8:36 am

® quick search ) Gsadmin 4/26/18 8:35 am 4/26/18 8:36 am

Restrict to Users: If selected, only displays the interactions that the specified user created.
Restrict to Methods: If selected, only displays the interactions that match the specified method.

Restrict to Event Types: If selected, only displays the interactions that match the specified event
type.

Date: If selected, only displays the interactions that match the specified date.

To Date: When used with the Date filter, only displays the interactions that fall within the
specified date range. For example, if the Date value is 01/01/2018 and the To Date value is

04/24/2018, only interactions with a date that falls on or between 01/01/2018 and 04/24/2018
display.

Clear Filters: Clears the specified filters and displays all interactions.

Icons: Icons that indicate whether a user worked the account, attempted to contact a party on
the account, or contacted a party on the account based on the interaction. For more information,
see Interaction Icons.

Method: Interaction that occurred.
User: User who started the interaction.
Started: Date and time the interaction started.
Ended: Date and time the interaction ended.
Duration: Length of time between the start and end of the interaction.
2. Todisplay only the interactions that meet specific criteria, do one or more of the following:
e To limit the interactions to a specific user, in the Restrict to Users box, click the user.

e To limit the interactions to a specific method, in the Restrict to Methods box, click the
method.

¢ To limit the interactions to a specific event type, in the Restrict to Event Types box, click
the event type.

¢ To limit the interactions to a specific date, click in the Date box and then select the date
from the calendar.
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e To limit the interactions to a specific date range, click in the Date box and then select
the start date from the calendar. Click in the To Date box and then select the end date
from the calendar.

Only the interactions that match the selected criteria appear in the panel.
I Tip: To clear the selected filters, click Clear Filters. All interactions appear in the panel. I

3. To view more information for an interaction, click the plus sign (+) in the first column. More
information for the interaction appears.

=] quick search B csadmin 6/25/18 2:04 pm

Date User Account Event Detail

6/25/18 2:04 pm GSadmin 1200 Interaction Started 8

4. To view details for an interaction, click the plus sign (+) in the Detail column. Detailed
information for the interaction appears.

Date User Account Event Detail

6/25/18 2:04 pm GSadmin 1200 Interaction Started B Account Id: 1200
Interaction Id: 160
Method: quick search
Method Data Term: f-1200
Started: 2018-06-25T18:04:06.30881472

I Tip: To hide the details, click the minus sign (-). I

View Events for an Account
Use the Events panel to view events that occurred for the account displayed in the Work Form.
To view events for an account

1. In the Reference Panel navigation bar, click Available Panels and then click Events.

Filter By: Event Type Display Notes From Linked Accounts .« | @ Help |
@ Date User Event Detail
4/26/18 8:41 am  gs-GSadmin Account Note Added ® DT-DEBTOR TELEPHONED OFFICE / TT-TALK TO - Added Employer
4/26/18 8:40 am  gs-GSadmin Party Employment Verified @  Party Employment Verified
4/26/18 8:38 am  gs-GSadmin Queue Levels Changed ® Queue level changed from 875 Linked Account (Non Driver) to 875 Linked Account (Non Driver)
4/26/18 8:38 am  gs-GSadmin Account Statuses Changed @  Status changed from NEW NEW STATUS ** (False) to ACT ACTIVE ACCOUNT ** (False)

Event Type: If selected, only displays events that match the specified event type.

Display Notes From Linked Accounts: If selected, displays notes for this account and the accounts
linked to this account. If cleared, displays notes for this account only.

Date: Date and time the event occurred. To change the sort order, click the arrow in the Date
column heading.

User: ID and name of the user who started the event.
Event: Event that occurred.

Detail: Information about the event.

298



Latitude Printable Help for Users

2. To limit the interactions to a specific event type, in the Event Type box, click the event type.
Only the events that match the specified event type appear in the panel.

Tip: To clear the filter, click in the Event Type box and then click the blank option. All events
appear in the panel.

3. To view details for an event, in the Detail column, click the plus sign (+). The event details
appear.

Account Statuses Changed B Aceount Ide 0 1005
B Status

B  Current
Code: ACT
Description; ACTIVE ACCOLUNT **
Is Closed: false

Is Changed: true

B Previous
Code: NEW
Description: NEW STATUS **
Is Chosed: false

I Tip: To hide the details, click the minus sign (-).

Interaction Icons

The following table lists the interaction icons and their description. An interaction can have up to three

icons.
Icon Description
t, Attempted. A user attempted to contact a party on the account.
E Contacted. A user contacted a party on the account.
¥ Worked. A user worked the account (for example, updated data successfully).
Medical
Medical

Use the Medical panel to add and modify medical patient, medical insurance, next of kin, and medical

facility information for the account displayed in the Work Form.

Add Patient Information

Use the Patient Information tab in the Medical panel to add patient information for the account
displayed in the Work Form.

To add patient information
1. Inthe Reference Panel navigation bar, click Available Panels and then click Medical.

2. Click the Patient Information tab.
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[ Available Panels = . Medical X
9 Help

[ Fatient Information I Insurance [ Next of Kin [ Facility ]

Name SEN

Address: Gender .
DOB
Age
Phone B -
Marital Status v
Employer

Patient Id
Work Phone e v

Guarantor Id
Patient Relation to

Adrnission Date Guarantor
Additional Information

Service Date

Discharge Date

Patient Type: Diagnasis Code 1

Accident Date Diagnosis Code 2

Accident Type Diagnosis Code 3

Place of Service Code

Procedure Code

Financial Class
Servicing Provider Code
Import Procedures
Location Code

Madifier

Save

Name: Patient's name.

Address: Patient's street address line 1, line 2, city, state, postal code, county, and country.
Patient ID: Code that the medical facility assigned to identify the patient.

Admission Date: Date the medical facility admitted the patient.

Service Date: Date the patient received medical care.

Discharge Date: Date the medical facility discharged the patient.

Patient Type: Code assigned during the registration or admission process to identify the type of
patient (for example, emergency or day surgery).

Accident Date: Date the patient had an accident that required medical attention.
Accident Type: Type of accident that the patient had.
Place of Service Code: Code that identifies the place that rendered service to the patient.

Procedure Code: Code that identifies the medical procedure that the patient received.
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Financial Class: Code that identifies the patient's primary insurance to bill first for services.
Servicing Provider Code: Code that identifies the health care provider.

Import Procedures: Code that identifies a specific surgical, medical, or diagnostic intervention.
Location Code: Code that identifies the location where the patient received medical care.
Modifier: Code that identifies a medical service or procedure.

SSN: Patient's social security number.

Gender: Patient's gender.

DOB: Patient's date of birth.

Age: Patient's age.

Phone: Patient's phone number.

Marital Status: Patient's marital status.

Employer: Name of patient's employer.

Work Phone: Patient's work phone number.

Patient Relation to Guarantor: Patient's relationship to the person guaranteeing payment for
medical care.

Additional Information: More information regarding the patient.
Diagnosis Code 1-3: Code that identifies the patient's medical diagnosis.

3. Complete the information and then click Save.

Modify Patient Information

Use the Patient Information tab in the Medical panel to modify patient information for the account
displayed in the Work Form.

To modify patient information
1. Inthe Reference Panel navigation bar, click Available Panels and then click Medical.

2. Click the Patient Information tab.
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302

Available Panels « I Medical X

| @ Help
Patient Information " Insurance ” Mext of Kin " Facility l
Name John Doe 55N 111223333
Address: 1000 Main St Gender Male ¥
boe 6/1/1991
A 26
lacksomville
Fhone S~ 41 (555) 555-5555
FL 32256 =
Marital Status Single ¥
Duval )5
Emiployer ABC Co.
Patient Id 123
Work Phone B ~ +1(555) 999-9999
Guarantor Id 456
Patient Relation to Self
Admission Date 6/6/2016 Guarantor
Additional Information
Senvice Date 672016
Discharge Date 682016
Patient Type: 15 Diagnosis Code 1 (]
Accident Date 6/6/2016 Diagnesis Code 2 05
Accident Type 14 Dlagnosis Code 3 04
Flace of Senvice Code 13
Procedure Code 12
Financial Class 11
Senvicing Provider Code 10
Import Procedures (i1
Location Code iz}
Modifier o7

Name: Patient's name.

Address: Patient's street address line 1, line 2, city, state, postal code, county, and country.
Patient ID: Code that the medical facility assigned to identify the patient.

Admission Date: Date the medical facility admitted the patient.

Service Date: Date the patient received medical care.

Discharge Date: Date the medical facility discharged the patient.

Patient Type: Code assigned during the registration or admission process to identify the type of
patient (for example, emergency or day surgery).

Accident Date: Date the patient had an accident that required medical attention.
Accident Type: Type of accident that the patient had.
Place of Service Code: Code that identifies the place that rendered service to the patient.

Procedure Code: Code that identifies the medical procedure that the patient received.
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Financial Class: Code that identifies the patient's primary insurance to bill first for services.
Servicing Provider Code: Code that identifies the health care provider.

Import Procedures: Code that identifies a specific surgical, medical, or diagnostic intervention.
Location Code: Code that identifies the location where the patient received medical care.
Modifier: Code that identifies a medical service or procedure.

SSN: Patient's social security number.

Gender: Patient's gender.

DOB: Patient's date of birth.

Age: Patient's age.

Phone: Patient's phone number.

Marital Status: Patient's marital status.

Employer: Name of patient's employer.

Work Phone: Patient's work phone number.

Patient Relation to Guarantor: Patient's relationship to the person guaranteeing payment for
medical care.

Additional Information: More information regarding the patient.
Diagnosis Code 1-3: Code that identifies the patient's medical diagnosis.

3. Modify the information and then click Save.

Add an Insurance Policy

Use the Insurance tab in the Medical panel to add an insurance policy for the account displayed in the
Work Form.

To add an insurance policy
1. Inthe Reference Panel navigation bar, click Available Panels and then click Medical.

2. Click the Insurance tab.
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304

[ Available Panels w I Medical

@ Help

[mmtitorsion | voee | aetion | 7o |

o]

Insurance Policy

Program Name

Employer
Health Plan

Group Number
Group Name
Palicy Number
Coordination
Numbar

Timedy Filng
Cate

Additiona
Infarmation

Irvalsdate
Record

Invalidate Record

Insured Information
Name

Insured
Address

Phone

Work Phane
Insured DOB
Employer
Gender

SSN

Carrier Information
Category
Carrier Name

Carrier Address

Accept
Aggignment

Authorze
Payment to
Pravider
Patient
Relstianship

3. Click the plus sign (+).

Add New Insurance Record

Insurance Policy

Program Name

Employe
Health Plan

Group Number
Group Name
Policy Number

Coordination
Niamiber

Timely Filing
Dabe

Additional
Information

| Save

Insured Information
MName

Insured

Address

Phane
Work Fhone
Insured DOB

Empleyer

Carrier Information
Category
Carrier Name

Carrier Address

Phone
Carrier Fax

Provider

Save @ Holp

Program Name: Name of the insured person's insurance program.

Employer Health Plan: Name of the employer's healthcare plan.

Group Number: Number that identifies the employer's group insurance plan.

Group Name: Name of the employer's group insurance plan.

Cancel

Policy Number: Number that the insurance company assigned to identify the insured person's

health insurance policy.
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Coordination Number: Number that identifies the health insurance plan when a patient has more
than one (for example, a primary and secondary healthcare plan).

Timely Filing Date: Deadline for billing the insurance company.
Additional Information: More information about the patient's health insurance.
Name: Insured person's name.

Insured Address: Insured person's street address line 1, line 2, city, state, postal code, county,
and country.

Phone: Insured person's phone number.

Work Phone: Insured person's work phone number.
Insured DOB: Insured person's date of birth.
Employer: Name of Insured person's employer.
Gender: Insured person's gender.

SSN: Insured person's social security number.

Category: Type of insurance (for example, primary or secondary). The values available in the list
box are based on what your organization defined using List Codes.

Carrier Name: Insurance carrier's name.

Carrier Address: Insurance carrier's street address line 1, line 2, city, state, postal code, county,
and country.

Phone: Insurance carrier's phone number.

Carrier Fax: Insurance carrier's fax number.

Provider: Name of the healthcare provider.

Referring Provider: Name of the referring healthcare provider.

Accept Assignment: If selected, the healthcare provider agreed to accept assignment from the
insurance provider.

Authorize Payment to Provider: If selected, the insurance provider authorized payment to the
healthcare provider.

Patient Relationship: Patient's relationship to the insured person.

4. Complete the information and then click Save. The system adds a tab for the insurance policy on
the Insurance tab in the Medical panel.
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| @

| Entant Infermatins " Traanze || Mt of kG0 I Faskty |

Insurance Policy -

Program Name | BCBG

Insured Information Carrier Information

Arthem Harree. 3ok Dow Primary v
Insures PR — “¥2 Co.
¢ agag =:‘:'_:q 2004 Masn St
Carvies dddress | o0
e 2000 Man 5t
mbar | 1234 Jnckgervib
Coordinstion 515 R 1256 Nakssnalia
maly Filng 8302017 Dure A L 1
Cate
Phana 5555555555 O usA
Addsa, Fhone 555999959 Bhone T —
Tkormation
Infarmatsas Insured OOB | g1/1991 Carvier Fax
Ercloyar ABE Co. Preveidar Zrthem
Gender Hale v
] 11122303
Trepbadate Invalsdate Recard
Recond
Salf
Relatcmaki

Modify an Insurance Policy

Use the Insurance tab in the Medical panel to modify an insurance policy for the account displayed in
the Work Form.

To modify an insurance policy
1. Inthe Reference Panel navigation bar, click Available Panels and then click Medical.
2. Click the Insurance tab.

3. Click the tab for the policy to edit.

[ Al b= l i _

o

| Futient Information " Irsurance

Mt of Kin I Facility |

Insurance Policy =

Program Mame | BCES

Insured Information Carrier Information

Anthem Ll S Do Primary -
oz
agag 2000 M St =
2000 Main 5t
are? 3
4 Incigervile
Coordination 1515 L 0256 Hackionvlie
5a FL 156
ey Filng B32017 Dl 4
ate
Phone EEEES55555 [ - utA
Phong [ Phane s55737mRY
Insured D08 | g/1/1991
Erghoyat ABC Co. Anthem
Sender Hale
5N 11133333

Invabidate
Recond

taldte Rpsard
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4. Click Edit.

Update Insurance Record

Insurance Policy
— Insured Information Carrier Information

Save @ Help Cancal

Program Name: Name of the insured person's insurance program.

Employer Health Plan: Name of the employer's healthcare plan.

Group Number: Number that identifies the employer's group insurance plan.
Group Name: Name of the employer's group insurance plan.

Policy Number: Number that the insurance company assigned to identify the insured person's
health insurance policy.

Coordination Number: Number that identifies the health insurance plan when a patient has more
than one (for example, a primary and secondary healthcare plan).

Timely Filing Date: Deadline for billing the insurance company.
Additional Information: More information about the patient's health insurance.
Name: Insured person's name.

Insured Address: Insured person's street address line 1, line 2, city, state, postal code, county,
and country.

Phone: Insured person's phone number.

Work Phone: Insured person's work phone number.
Insured DOB: Insured person's date of birth.
Employer: Name of Insured person's employer.
Gender: Insured person's gender.

SSN: Insured person's social security number.

Category: Type of insurance (for example, primary or secondary). The values available in the list
box are based on what your organization defined using List Codes.

Carrier Name: Insurance carrier's name.
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Carrier Address: Insurance carrier's street address line 1, line 2, city, state, postal code, county,
and country.

Phone: Insurance carrier's phone number.

Carrier Fax: Insurance carrier's fax number.

Provider: Name of the healthcare provider.

Referring Provider: Name of the referring healthcare provider.

Accept Assignment: If selected, the healthcare provider agreed to accept assignment from the
insurance provider.

Authorize Payment to Provider: If selected, the insurance provider authorized payment to the
healthcare provider.

Patient Relationship: Patient's relationship to the insured person.

5. Modify the information and then click Save.

Invalidate an Insurance Policy

Use the Insurance tab in the Medical panel to flag an insurance policy as invalid for the account
displayed in the Work Form.

To invalidate an insurance policy
1. Inthe Reference Panel navigation bar, click Available Panels and then click Medical.
2. Click the Insurance tab.

3. Click the tab for the policy to invalidate.

|D~dn

| Pubient Informakicn " lesurance |Nnr!dk'aﬂ Ifmlh |

1-XYZCa add
Insurance Policy =
Program Name | BCRS Insured Information Carrier Information

4. Click Invalidate Record.
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Invalidate Insurance

Reason

Save @ Help Cancel

In the Reason box, type the reason the policy is invalid and then click Save. The system displays
a red bar and a message across the top of the policy tab to indicate that the policy is invalid.

Add Next of Kin

Use the Next of Kin tab in the Medical panel to add next of kin information for the account displayed in
the Work Form.

To add next of kin

1.
2.

3.

In the Reference Panel navigation bar, click Available Panels and then click Medical.

Click the Next of Kin tab.

Available Panels - . Medical X

@ Help
Patient Information || Insurance ‘ Mext of Kin || Facility |
Name
Phonea =
Address
Save

Name: Full name of the patient's next of kin.
Phone: Phone number of the patient's next of kin.

Address: Street address line 1, line 2, city, state, postal code, county, and country of the patient's
next of kin.

Complete the information and then click Save.
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Modify Next of Kin

Use the Next of Kin tab in the Medical panel to modify next of kin information for the account displayed
in the Work Form.

To modify next of kin

1.
2.

In the Reference Panel navigation bar, click Available Panels and then click Medical.

Click the Next of Kin tab.

ﬁ'vailablt Palh:ls - . e _

‘ 0 Help
MNext of Kin Facility

Patient Information " Insurance

Narme Jane Doe
Phone ES ~ +1(555) 555-3333
Address 1000 Main St

Jacksonille

Fl 32256

Duva S

—_

Name: Full name of the patient's next of kin.
Phone: Phone number of the patient's next of kin.

Address: Street address line 1, line 2, city, state, postal code, county, and country of the patient's
next of kin.

3. Modify the information and then click Save.

Add a Medical Facility

Use the Facility tab in the Medical panel to add a medical facility for the account displayed in the Work

Form.

To add a medical facility information

1.

In the Reference Panel navigation bar, click Available Panels and then click Medical.

2. Click the Facility tab.
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Avzilable Panels = . Medical %
© Help

[ Patient Information H Insurance H Next of Kin ” Facility l

Facility Information
MName

Facility Address

Phone - — A

Admitting

Doctor

Phone & v
= .
Doctor Code

Attending Dochor

1]
‘

Phone

f

Fax

Doctor Code

Name: Name of the medical facility.

Facility Address: Medical facility's street address line 1, line 2, city, state, postal code, county, and

country.
Phone: Medical facility's phone number.

Fax: Medical facility's fax number.

Doctor: Name of the doctor who admitted the patient.

Phone: Admitting doctor's phone number.

Fax: Admitting doctor's fax number.

Doctor Code: Code that the medical facility assigned to identify the admitting doctor.

Attending Doctor: Name of the doctor who is rendering service to the patient.

Phone: Attending doctor's phone number.

Fax: Attending doctor's fax number.

Doctor Code: Code that the medical facility assigned to identify the attending doctor.

3. Complete the information and then click Save.

Modify a Medical Facility

Use the Facility tab in the Medical panel to modify a medical facility for the account displayed in the

Work Form.

To modify a medical facility information

1. Inthe Reference Panel navigation bar, click Available Panels and then click Medical.

2. Click the Facility tab.
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Available Panels = l Medical %

@ Help
Patient Information ” Insurance Next of Kin Facility l
Facility Information Admitting
Name NBC Hospital Doctor Dr. Smith
Facility Address 3000 Main St Phone B+ +1(555) 111-1111
Fax [E5R
Doctor Code 12
Jacksonville
Attending Doctor 10
FL 32256
Phane B - +1(555) 222-2222
Duval USA
Fax -
Phone v +1(555) 444-4444
Doctor Code 14
Fax s -
LS

Name: Name of the medical facility.

Facility Address: Medical facility's street address line 1, line 2, city, state, postal code, county, and
country.

Phone: Medical facility's phone number.

Fax: Medical facility's fax number.

Doctor: Name of the doctor who admitted the patient.

Phone: Admitting doctor's phone number.

Fax: Admitting doctor's fax number.

Doctor Code: Code that the medical facility assigned to identify the admitting doctor.
Attending Doctor: Name of the doctor who is rendering service to the patient.
Phone: Attending doctor's phone number.

Fax: Attending doctor's fax number.

Doctor Code: Code that the medical facility assigned to identify the attending doctor.

3. Modify the information and then click Save.
Miscellaneous Extra Data

Miscellaneous Extra Data

Use the Misc Extra panel to view, add, and modify miscellaneous data associated to the account
displayed in the Work Form. Miscellaneous extra data is any type of information related to the account
that you cannot record elsewhere within the system. The ability to add or modify miscellaneous extra
data is based on your permissions.
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Add Miscellaneous Extra Data

Use the Add Misc Extra dialog box to add miscellaneous extra data for the account displayed in the
Work Form. You can add miscellaneous information manually, or it can come from an import of
customer data (including unmapped data). You must have the Create Misc Extra Data Permission.

To add miscellaneous extra data

1. Inthe Reference Panel navigation bar, click Available Panels and then click Misc Extra.

[ Avallable Panels - l Misc Extra X

o= Add Misc Extra ‘ . © Help
Extra Title Extra Information
Original Account# 7738179391196
Social 165406699
DoB 2/14/1978
Current Balance 2455.77
Charge Off Date 1/25/2009 12:00:00 AM

2. In the Reference Panel toolbar, click Add Misc Extra.

Add Misc Extra

BExra Title

Extra Information

Cancal @ Halp

Extra Title: Label that represents the extra data.
Extra Information: Extra data value.

3. Complete the information and then click Save.

Modify Miscellaneous Extra Data

Use the Edit Misc Extra dialog box to modify miscellaneous extra data for the account displayed in the
Work Form. You must have the Update Misc Extra Data Permission.

To modify miscellaneous extra data

1. Inthe Reference Panel navigation bar, click Available Panels and then click Misc Extra.
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[ Available Panels » I Misc Exfra X

isc Extra gl
Add Misc Bxt | @ Help
Extra Title Extra Information
Original Account# 7738179391196 | Edit
[
Social 163406699
DoB 2{14/1978
Current Balance 2435.77
Charge Off Date 1/25/2009 12:00:00 AM

2. Click Edit for the extra data to modify.

Edit Misc Extra

Extra Title Current Balance

Extra Information 1307.21

Cancel 8 Help

Extra Title: Label that represents the extra data.
Extra Information: Extra data value.

3. Modify the information and then click Save.
Notes

Notes

Use the Notes panel to view notes and the Add Note dialog box to add notes to the account displayed in
the Work Form. The ability to view, add, or modify notes is based on your permissions.

View Account Notes

Use the Notes panel to view notes for the account displayed in the Work Form. You can filter notes by
action code, result code, joined account, system-created, or user-created. You must have the View
Private Notes Permission to view private notes.

To view account notes

1. Inthe Reference Panel navigation bar, click Available Panels and then click Notes.
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+ Add Note | + Review Note Q Jomed Account Created By | 41| Clear Filters @ Help
|
®pate Account User Action Result Comment Private?
4/27/12 1:07 pm 1008 FUSION SEMND SEHD Equifax FirstSearch Service data ordered on 04,/27/2012. Current Balance = 476.55
4/27/12 1:07 pm 1005 FUSION SEND SEND Eauifar FirstSearch Service data ordered on 04/27/2012, Current Balance = 1307.21
2/11/11 10:13 am 1005 EXCHANGE-S co co NEW BIZ IMPORT
2/11/11 10:13 am 1008 EXCHANGE-S oo co NEW BIZ TIMPORT

Joined Account: If selected, only displays notes for the specified joined account.
Created By: If selected, only displays notes for the specified user that created the note.
Clear Filters: Clears the specified filters and displays all notes.

Date: Date and time the system or a user created the note. Dates and times are based on your
time zone.

Account: Number that the client assigned to identify the account.

User: User who created the note.

Action: Code that identifies the action taken on the account.

Result: Code that identifies the result of the action taken on the account.
Comment: Note detail.

Private: If selected, indicates that unauthorized users cannot view the note.

To display only the notes that meet specific criteria, in the Search box, type a word or phrase
and then click the Search icon. Only notes that match the search criteria display in the data grid.

To display notes for a specific joined account only, in the Joined Account list box, click the joined
account. Only notes for the specified joined account display in the data grid.

To display notes based on who created them, in the Created by list box, do the following:

e To display only the notes that the system created, click System. Only notes that the
system created display in the data grid.

¢ To display only the notes that users created, click Users. Only notes that users created
display in the data grid.

e To display all notes, click All. Notes that the system or users created display in the data
grid.

I Tip: To clear the filters, click Clear Filters. I

Add an Account Note

Use the Add Note dialog box to add a note to the account displayed in the Work Form. You can add an
unlimited number of notes to an account. You must have the Create Notes Permission. To flag a note as
private, you must also have the Create Private Notes Permission.

To add an account note
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1. In the Reference Panel navigation bar, click Available Panels and then click Notes.
2. In the Reference Panel toolbar, click Add Note.
Add Note

Action Code — Choose Action - Reguired —
Result Code Chioose Result

Comments

Iz Prhvate ol

Cancel © Help

Action Code: Code that identifies the action taken on the account.

Result Code: Code that identifies the result of the action taken on the account. The system adds
text to the Comment box for certain result codes.

Comments: Note detail. You can type an unlimited number of characters in this box.
Is Private: If selected, unauthorized personnel cannot view the note.

3. Complete the information and then click Add Note.

Redact an Account Note Comment

Use the Review Note dialog box to redact (obscure) all or a portion of a note comment for the account
displayed in the Work Form. You must have the Allow Redaction Permission.

To redact an account note comment

1. Inthe Reference Panel navigation bar, click Available Panels and then click Notes.

2. Inthe data grid, click a note.

3. Inthe Reference Panel toolbar, click Review Note.
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Review Note

Action Code
Result Code CO - COMMENT OMLY

Comiments NEW BIZ IMPORT

Latitude Printable Help for Users

@ Help

In the Comments box, select the text to obscure and then click Redact.

In the confirmation dialog box, click OK. The system displays each character in the selected text

as an "X". The original text remains untouched in the database.

Action and Result Codes

Action and result codes classify the work done on an account. The system and users attach notes to

accounts. Action codes indicate the action on an account, while result codes indicate what happened as
a result of the action. The system also uses result codes to count the number of accounts each collector
works and contacts.

The following tables list the standard action and result codes.

Standard action codes

* Indicates system-utilized action codes.

Code Description

3P Third Party

AT Attorney Telephoned

CO* Comment Only

DT Customer Telephoned Office
RL Received Letter

SC Supervisor Call

TA Telephoned Attorney
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Code Description

TC* Telephoned Client

TE* Telephoned Employer
TI* Telephoned Information
TR* Telephoned Residence
TO Telephoned Other

Standard result codes

* Indicates system-utilized action codes.

Code Description Worked [Contacted
AM* Left message on Answering Machine |Yes No
CO* Comment Only Yes Yes
HU Hung Up on Yes No
LB Line Busy Yes Yes
LM Left Message Yes Yes
LR Left message on Recorder No No
LV Left message on Voice Mail No No
NA* No Answer No No
NH No Help Yes Yes
NI Not In No No
NL No Listing No No
NP Non-Published No No
TD Temporarily Disconnected No No
TO Telephoned Office No No

318




Latitude Printable Help for Users

Code Description Worked [Contacted
T Talked To No No
TW Talked With (other than customer) Yes No
WN* Wrong Number or no good Yes No

Payment History

Payment History

Use the Payment History panel to view payment history for the account displayed in the Work Form.

View Payment History for an Account
Use the Payment History panel to view payment history for the account displayed in the Work Form.
To view payment history for an account

¢ In the Reference Panel navigation bar, click Available Panels and then click Payment History.

I Available Panels - l Email % Payment History 2%
@ Help

Payment History

Buip Effective Date Entered Date Total Paid Batch Type Method Comment

2/4/15 2/4/15 £50.00 Paid Us CREDIT CARD

UID: Code that identifies the payment transaction. Click the link in this column to view payment
details.

Effective Date: Date and time the payment transaction occurred.

Entered Date: Date and time a user added the payment transaction to the system.
Total Paid: Payment amount.

Batch Type: Type of batch associated to the payment transaction.

Method: Payment method.

Comment: More information regarding the payment transaction.

View Payment History Detail for an Account

Use the Transaction Detail dialog box to view payment detail for the account displayed in the Work
Form.

To view payment history detail for an account

1. Inthe Reference Panel navigation bar, click Available Panels and then click Payment History.
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320

l Available Panels « I Email X Payment History X

9 Help
Payment History
Buip Effective Date Entered Date Total Paid Batch Type Method Conunent
2/4/15 2/4/15 $50.00 Pald Us CREDIT CARD
In the UID column, click the link. The Transaction Detail dialog box appears.

Transaction Detail - 16 - Paid Us
Systemn Maonth: Paid Fee
Date Entered: 2/4/15 Principa: $50.00 $12.50
Entered By: = Interest $0.00 $0.00
Batch Type: Bl Collection Costs $0.00 $0.00
Batch Number: 15 Bad Check Chgs £0.00 50.00
Processed By: s Court Cost $0.00 $0.00
uip 16 Aftorney Fees $0.00 50.00
Matched N Misc $0.00 $0.00
Date Paid: 2/4/15 $0.00 50.00
Date Invoiced: $0.00 $0.00
Customer: 0000001 Transaction Charges $0.00 $0.00
Desk Code: 0000000 Over Paid: $0.00
Check Number

Tota £50.00 §12.50
Payment Method: CREDIT CARD
Invoice Number: Collector Fee: §12.50
Comment: Agency Fee: s0.00

Close 9 Help

System Month: Processing month associated to the payment.
Date Entered: Date a user added the payment arrangement to the system.

Entered By: User who added the payment arrangement to the system. If you set up an API key
and create a payment using another program (such as Exchange Manager), the user associated to
the API key displays here.

Batch Type: Type of batch associated to the payment, which is also the payment type. For more
information, see Payment Type Codes.

Batch Number: Number that Latitude assigned to identify the payment batch.

Processed By: User who processed the payment batch. If you set up an API key and process a
payment using another program (such as Exchange Manager), the user associated to the API key
displays here.

UID: Code that identifies the payment transaction.

Matched: Indicates whether the system matched the payment to a reversal and, therefore, didn't
include it on the invoice.



3.

Latitude Printable Help for Users

Date Paid: Payment date.
Date Invoiced: Date the system invoiced the customer.
Customer: Customer associated to the account.
Desk Code: Code that identifies the desk that added the payment.
Check Number: Check number associated to the payment.
Payment Method: Form of payment (for example, cash, check, credit card).
Invoice Number: Invoice number for the payment.
Comment: More information regarding the payment.
Money Buckets: Money buckets associated to the payment.
Paid: Amount of the payment assigned to the money bucket.
Fee: Collection fee associated to the money bucket amount.
Overpaid: Overpayment amount (amount paid less the account balance).
Total: Totals for payment and fee amounts.
Collector Fee: Total collector fees (sum of the fees for all the money buckets).
Agency Fee: Total agency fees.

When finished viewing the information, click Close.

Phones

Phones

Use the Phones panel to view phone numbers associated to the account displayed in the Work Form
and use the Add Phone Number dialog box to add contact phone numbers.

View Phone Numbers for an Account

Use the Phones panel to view phone numbers for the parties on the account displayed in the Work

Form.

To view phone numbers for an account

In the Reference Panel navigation bar, click Available Panels and then click Phones.

l Available Panels « Notes X
+ Add Phone @ Help
Number Type Consent Status Customer Attempts  Last Attempt Name On Hold Hold Expiration Date
A\ (610) 557-8455 (On Hold) - 2] Dugan, Susan 0 A 4/22/15

Number: Person's phone number. If a call is on hold, a Hold icon and a message appear next to
the phone number.

Type: Type of phone number.
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Consent: Indicates whether the customer granted permission to call or send a text message to
the phone number. For more information, see Phone Usage Consent Icons.

Status: Status of the phone number. For more information, see Phone Number Status Icons.

Customer: Customer on the account.

Attempts: Number of times you attempted to call or text the phone number.

Last Attempt: Date and time you last attempted to call or text the phone number.
Name: Name of the person associated to the phone number.

On Hold: If the phone number is on hold, the hold icon appears.

Hold Expiration Date: Date the hold expires. If the phone number is on hold and there isn't an
expiration date, the hold remains until a user or a process removes the hold.

Add a Phone Number to an Account

Use the Add Phone Number dialog box to add a phone number to the account displayed in the Work
Form. To add a phone number, you need the Create Phone Numbers Permission.

To add a phone number to an account
1. Do one of the following:

¢ Inthe Task Panel navigation tree, click Customer and then click a name. In the Contact
Information tab, click Add Phone.

¢ Inthe Reference Panel navigation bar, click Available Panels and then click Phones. In
the Phones panel, in the Panel toolbar, click Add Phone.

The Add Phone Number dialog box appears.
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Add Phone Number

||i|. --_."I'l:-l:i-._- - v

Consent To Call Granted
ent To Auto Dial Granted
Granted

nsent To FAX Granted

Cance @ Help

Phone Number: Person's phone number, including the country code. You can select the country
from the list box or type a plus sign (+) and then the country code (for example, "+44" for United
Kingdom).

Phone Extension: Phone extension.

Type: Type of phone number.

Status: Status of the phone number.

Customer on Account: Customer on the account.

Name: Name of the person associated to the phone number.
On Hold: If selected, the phone number is on hold.

Hold Expiration Date: Date the hold expires. If you don't specify a date, the hold remains until
you clear the On Hold check box or remove the hold using another process.

Consent To Call: If selected, the person granted permission to call this phone number.

Consent To Auto Dial: If selected, the person granted permission to call this phone number using
a dialer campaign.

Consent To SMS: If selected, the person granted permission to send a text message to this phone
number.

Consent to fax: If selected, the person granted permission to send a fax to this phone number.
Obtained From: Person who granted or denied permission to contact this phone number.

Method: Indicates whether the person granted permission verbally or in writing.
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Comment: More information regarding the phone number.

2. Complete the information and then click Save.

Modify a Phone Number on an Account

Use the Edit Phone Number dialog box to modify phone information for a party on the account
displayed in the Work Form. To modify phone numbers, you need the Update Phone Numbers
Permission. To modify phone consent options, you need the Change Phone Consent Permission. The
system records phone number changes in the Notes panel.

Note: If the system administrator enabled the Mask Phone Numbers Permission, the system
replaces all or parts of the phone number with asterisks (*), depending on the configuration.

To modify a phone number on an account

1.

324

Do one of the following:

¢ In the Task Panel navigation tree, click Customer and then click a name. The Contact
Information tab appears.

corrto e | B | et | ey | iy | ot | e | ==

Arrangements

Prefix: Naone v + Add Phonz Relatian to DEBTOR v
Care and Financial Hardship Account;

First Name slis

Leslie Type Number Attempts Consent Status Responste:
Work 555555555 ~| 0
Complaints Last Name zellers S, e Authorized Hone
Home (610) 558-9633 - 0 [-ITT=IN. ]

* Customer Middle Name: | E * National Id 165449045

Suffix: il v Datz OfBIth:  g/10/1952 i}

Wwiesen, Roy Email

Gender None v Drivers

Disputes KA Name Adcrags 44786 256TH ST License
Language: None v
Legal - New Caurt Case Is Businees: _
Time Zone Eastern M

Business ALLENTOWN  PA 18101
b Letters Name; Observes DST: ¥

Preferred Unkngwn M

Contact
Payments Method " Good

Add || Sae | @hep

¢ Inthe Reference Panel navigation bar, click Available Panels and then click Phones. The
Phones panel appears.

[ Available Panels « Notes X Phones %
‘ + Add Phone @ Help
Number Type  Consent Status Customer Attempts Last Attempt  Name On Hold Hold Expiration Date
A\ (610) 557-8455 (On Hald) - (] Dugan, Susan 0 A 4/22115

Click the arrow next to the phone number and then click Edit.
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Edit Phone Number

+ 161053587744 -

Customer o Aocount Eva M Severing

wnsent To Call Granted
Consent To Auto Dial Granted
Consent To 5MS Granted

Consent Ta FAX Granted

Methad \Written » Werbal -
Cancel @ Help

Phone Number: Person's phone number, including the country code. You can select the country
from the list box or type a plus sign (+) and then the country code (for example, "+44" for United
Kingdom). You cannot modify the phone number.

Phone Extension: Phone extension. You cannot modify the phone extension.

Type: Type of phone number. To modify the phone type, you must have the Update Phone Type
Permission.

Status: Status of the phone number. To modify the phone status, you must have the Update
Phone Status Permission.

Customer on Account: Customer on the account.
Name: Name of the person associated to the phone number.
On Hold: If selected, the phone number is on hold.

Hold Expiration Date: Date the hold expires. If you don't specify a date, the hold remains until
you clear the On Hold check box or remove the hold using another process.

Consent To Call: If selected, the person granted permission to call this phone number.

Consent To Auto Dial: If selected, the person granted permission to call this phone number using
a dialer campaign.

Consent To SMS: If selected, the person granted permission to send a text message to this phone
number.

Consent to fax: If selected, the person granted permission to send a fax to this phone number.

Obtained From: Person who granted or denied permission to contact this phone number.
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Method: Indicates whether the person granted permission verbally or in writing.
Comment: More information regarding the phone number.

3. Modify the information and then click Save.

Change the Status of an Account Phone Number

Use the Contact Information tab or the Phones panel to change the status of a phone number on the
account displayed in the Work Form. You must have the Update Phone Status Permission.

To change the status of an account phone number
1. Do one of the following:

¢ In the Task Panel navigation tree, click Customer and then click a name. The Contact
Information tab appears.

corrtorawn | B | e vt | ey | iy | ot | e | ==
.

Prefix Nane v # Add Phane Relation to DEBTOR
Care and Financial Hardship Account;

Arrangements

First Name glie
Leslie Type Number Attempts Consent Status 15 Responstle:
Work 555555555 =N
Corplaints ey - Sedeeisea e suthorized Hone
Home (510) 558-9633 ~ |0 Sos @
* Customer Middle Name: E * National Id 165449945
Suffix: I v Dats OfBirth:  9/10/1952 ]
Wiesen, Roy Email
Gender Mone i Drivers
Disputes B Narme: e 44786 256TH ST License:
Language: Nane:
Legal - New Court Case Is Business :
Tirme Zone Eastern
Business ALLENTOWN  PA 18101
» Leters Name: Observes DST: &
Preferred Unknown
Contact
Fayments Miethod: v Good
Add || cave | @Hep

¢ Inthe Reference Panel navigation bar, click Available Panels and then click Phones. The
Phones panel appears.

[ Available Panels ~ Notes X Phones X
‘ + Add Phone @ Help
Number Type Consent Status Customer Attempts  Last Attempt Name On Hold Hold Expiration Date
£\ (610) 557-8455 (On Hold) - (2] Dugan, Susan 0 A 4/22/15

2. Click the arrow next to the phone number and then click the status (Good or Bad).

Dial a Phone Number

Use the Contact Information tab or the Phones panel to dial a phone number on the account displayed
in the Work Form. You can dial a phone number directly from the Work Form under the following
conditions:

e Dialeris present.
e User is not on a call currently through manual or campaign dialing.

e Consent To Call option is selected, indicating that the person granted permission to call the
phone number.

e Phone status is "Good."
To dial a phone number

1. Do one of the following:
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¢ Inthe Task Panel navigation tree, click Customer and then click a name. The Contact
Information tab appears.

e

Arrangements

Prefix: None v + Add Phane Relation to DERTOR v
Care and Financial Hardship Account:

First Name slie

Leslie Type Number Attempts | Consent Status | | o @
Wark - 0
Complaints Last Name: e — B3RS e futhorized None
Home (610) 558-9633 - 0 Sos &

* Customer Middle Name: E * National Id 165449945

. G . Date OfBirth:  g/10/1952 B

Wiesen, Roy Email

Gender None v Drivers

Disputes KA Name: Address 44786 256TH ST License:
Language: Mane: v
Legal - New Colrt Cass IS N
Time Zone Eastern i

Business ALLENTOWN Pa 18101
b Letters Name; Observes DST: ¥

Preferred Unknown bl

Contact
Payments Msthod: v Good

Add || Sae | @Heb

¢ In the Reference Panel navigation bar, click Available Panels and then click Phones. The
Phones panel appears.

[ Available Panels »

Notes X Phones X
‘ + Add Phone I @ Help
Number Type Consent  Status Customer Attempts  Last Attempt Name ‘On Hold Hold Expiration Date
A\ (610) 557-8455 (On Hold) - 2] Dugan, Susan 0 A 4/22/15

2. Click the arrow next to the phone number and then click Dial Number. If the conditions for
dialing a phone number are met, Latitude places the call.

Add a Phone Contact Result

Use the Contact Information tab or the Phones panel to add the result of contacting a phone number
on the account displayed in the Work Form. The system records these changes in the Notes panel.

To add a phone contact result
1. Do one of the following:

¢ In the Task Panel navigation tree, click Customer and then click a name. The Contact
Information tab appears.

e [ [ [ e = == I

Arrangements

Prefix: None v + Add Phone Relation to DEBTCR v
Care and Financial Hardship Account:

First Name slia e Numb Attempts C t Stat

Leslie ype er empts Lonsent | SIS 1 Responstle; ¥
work 55555555555 *| 0 <
Complaints Last Mame: Zellers Authorized None
Home {610) 558-9633 -~ 0 SO ©

v Customer Middle Name: | £ * National Id 165449945

i » v Date OfBirth:  9/10/1952 ]

Wiesen, Roy Email

Gendar None v Drivers

Disputes KA Name it 44786 256TH ST Licerse:
Language: Mone: v
Legal - New Caurt Case 18 Business, N
Time Zone Eastern v

Business ALLENTOWN | PA 18101
» Letiers Narme; Observes DST: ¥

Freferred Unkngwn i

Contact
Payments Method! v Good

Add Save @ Help

¢ In the Reference Panel navigation bar, click Available Panels and then click Phones. The
Phones panel appears.
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[ Available Panels =
‘ + Add Phone @ Help
Number Type  Consent Status Customer Attempts Last Attempt  Name On Hold Hold Expiration Date
A\ (610) 557-8455 (On Hald) - (] Dugan, Susan 0 A 4/22115

2. Click the arrow next to the phone number and then click the contact result. For example, No
Answer, Line Busy, Bad Number, Left Message Person, and Left Message Machine.

Phone Number Status Icons

The status indicates the state of an account phone number. The following table lists the phone number
status icons and their description.

Icon Description

The status of the phone number is unknown.

The phone number is bad.

The phone number is good.

NEAERE

The phone number is on hold.

View Process and Stage History

Use the Processes panel to view the processes and stages to which a user moved the account displayed
in the Work Form. The panel displays the information in ascending date and time order.

To view process and stage history

¢ Inthe Reference Panel navigation bar, click Available Panels and then click Processes. The
Processes panel appears.

[ Available Panels » I MNotes X I Processes X

@ Help
Date Process Process Stage Created By Owner
2014-03-04T14:05:44.5868337 Bankruptcy Initial Stage gs - GSadmin
2014-03-04T14:05:50.3202326 Bankruptcy Second Stage gs - GSadmin
2014-03-04T14:06:05.0364602 Bankruptcy Third Stage gs - GSadmin

Date: Date and time the user moved the account to the process and stage.
Process: Process to which the user moved the account.

Process Stage: Stage within the process to which the user moved the account.
Created by: User who moved the account to the process and stage.

Owner: Scope owner of the stage (for example, Desk, Team, Department, Branch). A supervisor
or manager can create work queues for specific stages based on the owner.
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Arrangements

Payment Type Codes

Payment type codes identify payment types. The following table lists the payment type codes and their
description.

Code [Description

Decreasing Adjustment. An adjustment to an account that decreases the balance. The system

DA . . . .
doesn't calculate fees toward this amount and doesn't reflect the adjustment on invoices.

Decreasing Adjustment Reversal. An adjustment to an account that increases the balance. The
DAR [system doesn't calculate fees toward this amount and doesn't reflect the adjustment on
invoices.

Paid Agency. A payment to an outside (subcontracted) agency that is collecting payments for

PA -
your organization.

Paid Agency Reversal / Bounce. A payment by check to an outside (subcontracted) agency

PAR . . .
collecting on your organization's behalf where the check didn't clear.

PC Paid to Client. A payment to your customer, where your organization holds the account.

Paid Client Reversal / Bounce. A payment by check to your customer, where your organization

PCR holds the account and the check didn't clear.

PU Paid to Us. A payment sent directly to your organization.

Paid Us Reversal / Bounce. A payment by check that the customer sent directly to your

PUR organization where the check didn't clear.

Data Grids

Data Grids

A data grid displays information in a table format (rows and columns). Each row represents a single
record and each column represents a single data item. If a column in a data grid contains no data, either
the user or the system didn't provide that data. If the number of records in a data grid exceeds the
maximum allowed to display on a single page, a navigation bar appears at the bottom of the data grid.

Some data grids allow you to:

e Sort the data by a single column in ascending or descending order. For more information, see
Sort Data in a Data Grid.

e Limit the data that displays based on one or more criteria you specify. For more information, see
Filter Data in a Data Grid.
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Sort Data in a Data Grid
Some data grids allow you to sort the data by a single column in ascending or descending order.
To sort data in a data grid

1. Click a column heading to sort the data grid in ascending order by that column. An "up" arrow
appears next to the column heading.

2. Click the column heading again to sort the data grid in descending order by that column. A
"down" arrow appears next to the column heading.
Filter Data in a Data Grid

Some data grids allow you to limit the data that displays based on one or more criteria. If you set a filter
for a column, the filter icon has a white background color. You can set a filter for more than one column
at a time.

To filter data in a data grid

1. Select the check box for the column to set limits. A Filter box appears.

L < Mame - urd
Party workformy/ anchorCells/ oustomer. tmpl.btml
=
o Delingquency wiorkformy anchorCells) delinquency. rmpl. hirml
N
i Account State workformy/anchorCells/acoountState. tmpl.himl
o Hot Mote wiorkformy/ anchorCells; hatnote_tmpl_Html
N
ira Account Status workform/anchorCells/acoountStatus. tmpl. btml
= Ciontact wiorkform/ anchorCells) contact. tmpl il
i) AlM workform/anchorCells/aim. tmpl. html
'd
= Charge OFf Details wiorkform/anchorCells) chargeCOffDetails. tmpl .tml
i Pending Payments workform/anchorCells/pendingPayments, mpl.haml
= 15t Party Active Collections  workformyanchorCells/ firstPartyactiveCollections. trapl. hitrnl
]
iry Account Label workform/anchorCells/accountLabel, tmpl, himl
= Process Orchestration wiorkform/ anchorCells) processOrchestration_ tmpl.html

2. In the Filter box, type one or more characters and then click the Refresh icon. The system only
displays the rows that match the specified criteria.

3. To set more filters, select a check box and specify the criteria in the corresponding Filter box.

4. To remove a filter, clear the check box and then click the Refresh icon.
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Move Between Pages of a Data Grid

Sometimes the number of records in a data grid exceeds the maximum allowed to display on a single
page. In that case, the system displays a navigation bar at the bottom of the data grid to allow you to

move between pages of the data grid.

To move between pages of a data grid
1. Click a page number to display that specific page.
2. Click Previous to display the previous page.

3. Click Next to display the next page.
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