September 25, 2002

Best Practices Requirements

The following “Best Practices’ are required to be followed by every member
agency to ensure integrity, fairness and professionalism in the delivery of
those services. Where specific limits are stated they are provided as upper
limits that are acceptable, while improved performance is encouraged.

1. FEES—Maximum feesfor the “set-up” of a Debt Management Plan
(DMP) are $75. Maximum fees, or requested donations, for the
monthly maintenance of a DMP are $50.

2. DISBURSEMENT OF FUNDS — Client funds received for aDMP
must be disbursed to the creditors no later than 15 days from receipt
of valid funds, or by scheduled disbursement date, whichever is
greater.

3. TRANSMITTAL OF FUNDS —Member agencies must utilize
available el ectronic payment processing in remitting funds to
creditors.

4. CLIENT/CREDITOR ACCEPTANCE — Debt Management Plans
should be established only when they are appropriate, and
advantageous to the client. No client will be refused a DMP for
minimum balances. No creditor will be excluded from aDMP unless
it is beneficia to the client.

5. INCEPTION DATES - Clients must start a DMP, and make their
first plan payment, within six weeks of agreeing to the service.
Proposals must be issued in atimely manner, but no later than prior to
the first payment date.

6. COUNSEL ING — Appointments for a counseling session should be
scheduled within 2 business days of receipt of the request.

7. COMPLAINTS - All complaints should be researched and responded
to within 5 business days.




