
 

Everyone at CDA would like to extend a Happy Thanksgiving to all of our 
clients and friends of CDA.   

Collection Tip of the Month  

In past newsletters, I have talked about the Consumer Financial Protection 
Bureau (CFPB) and their potential impact on the collection industry.  I 
wanted to give you an update as the CFPB has become very active in our 
lives over the past few months.  As a brief reminder the CFPB's mission is 
to "make markets for consumer financial products and services work for 
Americans — whether they are applying for a mortgage, choosing among 
credit cards, or using any number of other consumer financial products. 
Above all, this means ensuring that consumers get the information they 
need to make the financial decisions they believe are best for themselves 
and their families—that prices are clear up front, that risks are visible, and 
that nothing is buried in fine print. In a market that works, consumers 
should be able to make direct comparisons among products and no 
provider should be able to use unfair, 
deceptive, or abusive practices."  

The media is starting to pick up on the 
activities of the CFPB.  In the last couple 
of weeks I have read several articles in 
newspapers and magazines about the 
CFPB.   On November 8th, the Chicago 
Tribune ran a front page article about the 
mission of the CFPB and in particular 
about how consumers can file complaints 
about financial institutions (including 
Collection Agencies) through their 
website at 
http://www.consumerfinance.gov/.  With 
all the publicity about the complaint 
portal, I want to explain to you what it is and how we are handling 
complaints at CDA.   

The CFPB required all financial institutions to register their businesses 
within their complaint portal.  A consumer can go to the complaint 
portal, find the institution that pertains to their complaint, and easily 
file a complaint. The complaint is then forwarded to the financial 
institution.  The financial institution has 
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15 days to respond back to the consumer.  In that 15 day period, the 
financial institution can contact the consumer to find a remedy.  If the 
financial institution feels that they have not made an error, they can 
respond back to the consumer via the complaint portal.  If they do have a 
remedy, they note it in the complaint portal and close out the complaint.  
When a financial institution responds to a complaint, the consumer is 
notified and they can read the response.  The CFPB is not involved in 
every complaint.  They will be auditing complaints and they may contact 
the financial institution for further information on how they responded to 
the complaint or if they thought they mishandled the complaint.  
 
Here's the bottom line.  With more and more publicity for the CFPB 
complaint portal and with the ease of filing a complaint, we are expecting 
more complaints.  It is the nature of the collection industry.  Rest assured 
that we are taking the complaint portal very seriously here at CDA.  You 
have our guarantee that we will monitor the portal daily, do our best to 
find a solution, and respond to complaints in a timely fashion.  Last week 
Ken and I attended a seminar held by the CFPB.  They stated that the 
majority of the complaints they have received so far against collection 
agencies have been in regards to debt validation.  We expect the same.  As 
many of our long-time clients can attest to, we have not had many 
complaints about our employees or operational tactics here at CDA.  We 
are looking at the complaint portal as an opportunity to improve.  We look 
forward to learning first-hand from 
our consumers on how we can 
improve their experience with CDA.  
   
 
   
  Associate Spotlight  

Our featured employee this 
month is Nicki Renner.  Nicki just 
celebrated her 2nd anniversary 
with CDA in the Collection 
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Department. Nicki likes counseling consumers and helping them 
figure out a way to pay off their debts. She started and manages 
our Go Green Recycling Program. When she is not at CDA, Nicki 
enjoys spending time with her two children.  

Industry Update  

Out-of-pocket costs for health care patients increased more than 25% in 
the first half of 2013 and it's likely they will increase even more in the 
next year, according to a recent report from TransUnion.  While out-of-
pocket costs on key medical procedures continued to grow at a faster rate, 
the available revolving credit for consumers declined nearly $1,000 in the 
last year.  Average patient payment costs increased nearly 38% in the past 
year, from $1,862 in the 2nd quarter of 2012 to $2,568 in the second 
quarter of 2013.  Since the beginning of 2013, patient payment costs have 
risen more than $500.  
 
At the same time, the average consumer's total revolving credit line on 
products such as bank-issued credit cards, store credit cards and home 
equity loans dropped from $34,855 in the 2nd quarter of 2012 to $33,884 
in the 2nd quarter of 2013.    
 
As a result, consumers have seen their health care purchasing power 
decrease.  In the 2nd quarter of 2012, consumers had $1,870 in revolving 
credit for every $100 in health care costs.  In the 2nd quarter this year, 
consumers had $1,320 in revolving credit for every $100 in health care 
costs.    
 
More and more, health care costs are pushing the consumer to their 
financial limits where they may need to priority which bills to pay first.  It 
is critical that you are collecting co-payments upfront and making 
payment arrangements with your patients before they leave your office.  
See Ingredients #2 & #3 in our Spice It Up!  9 Red Hot Ingredients To 
Fire Up Your A/R Collections for a number of best practices you can use 
in your office to improve your collections at point of service.  
 
 

How Can I Earn CEU's By Attending a CDA 
Seminar?  

Many of you belong to various professional medical office management 
associations and are looking for industry professionals to conduct a 
seminar at your local or state meetings. CDA is now offering a free 
seminar called "9 Red Hot Ingredients to Fire Up you're A/R Collections 
in Just 30 Minutes a Week?" for your medical or office managers 
association. We just conducted the seminar for the American Association 
of Professional Coders and they received 1.5 CEU's towards their 
professional certification for attending.  Also, we were approved by the 
American Academy of Medical Administrators are allowing their 



members 1.5 CEU's for attending a live seminar or webinar.  

You can view a short video on the seminar by going to 
https://www.cdac.biz/spiceitup  

If you are interested in learning more about how you can bring our 
seminar to your association, please call Dave or Tony.  

Thank You For Your Trust!!  

We are looking to help more clients like you. The greatest form of flattery 
is when one of our clients refers us to one of their colleagues. If you know 
someone that can benefit from our services, let us know and we will be 
glad to follow up.  

Chef Dave's Kitchen  

Dave insists that last's years pumpkin roll recipe is the best desert for 
Thanksgiving, but this recipe is a close second.  
 
Crockpot Chocolate Lava Cake  
 
For the cake:  
2 cups brown sugar  
2 cups all-purpose flour  
6 Tablespoons unsweetened cocoa powder  
4 teaspoons baking powder  
1 teaspoon salt  
1 cup milk  
4 Tablespoons butter, melted  
1 teaspoon vanilla extract  
 
For the fudge topping:  
1 1/2 cups brown sugar  
1/2 cup unsweetened cocoa powder  
3 cups boiling water  
 
Directions for the cake:  Mix together the sugar, flour, cocoa, baking 
powder and salt in a large bowl.  Stir in milk, melted butter and vanilla 
until combined.  Spread the batter over the bottom of a large crockpot.    
 
Directions for the fudge topping:  mix together the brown sugar and 
cocoa.  Sprinkle mixture over cake batter.  
 
Pour the boiling water over the top.  DO NOT STIR!  Cover and cook on 
High for 2 - 2 1/2 hours.  Cake will be very hot!  Turn off the heat and 
remove the lid.  Let sit 20-30 minutes before serving so it is still warm but 
won't burn your mouth.   

ENJOY!!  SHARE!!  
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All the best,  

Tony Muscato, VP of Sales  

www.CDAC.biz  
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