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1.0 Introduction

The Fair Debt Collection Practices Act (FDCPA), enacted in 1977, requires that debt
collectors provide consumers with validation notices. These validation notices present
consumers with, among other things, information about a given debt and the consumer’s
right to dispute that debt. The Consumer Financial Protection Bureau (CFPB) is currently
working with Fors Marsh Group (FMG) to develop a model validation notice intended to
clearly communicate key information about the debt and about how consumers can respond
to the notice. To assess how different content, wording, and formatting could influence
consumer perception and behavior, FMG conducted interviews with consumers as they
reviewed a series of model validation notices.

FMG conducted 30 one-on-one interviews with consumers in two categories: (1) individuals
with no debt collection experience and (2) individuals who had been contacted by a debt
collector within the previous two years. Interviews took place at three locations: Arlington,
Virginia, on March 31 and April 1, 2015; Minneapolis, Minnesota, on April 14 and 15, 2015;
and Las Vegas, Nevada, on April 28 and 29, 2015. At the Arlington location, FMG
interviewed 10 participants: eight with debt collection experience and two without. FMG
interviewed nine participants at the Minneapolis location: seven with debt collection
experience and two without. At the Las Vegas location, FMG interviewed 11 participants:
eight with debt collection experience and three without.

Findings from an earlier cognitive testing phase informed the research team’s decisions
about the language and content of the notices tested during this user experience phase of
the research. The goals of these interviews were to assess consumers’ perceptions,
preferences, and understanding of different model validation notices and to evaluate what
influence, if any, these notices could have on consumers’ behavior. During each interview,
FMG researchers asked participants comprehension questions to determine their
understanding of the notices and debriefing questions to establish their reactions to and
perceptions of the notices.

During the user experience phase of the research, FMG also used eye-tracking glasses to
capture participants’ eye movements when reviewing the notice. Eye-movement data
provide an additional level of insight into participants’ experience with the notices. Eye
movements consist of fixations, which occur when the eye is relatively still, and saccades,
which are the rapid movements between the fixations. A fixation is very short, typically 0.1 to
0.5 seconds in duration. Heat maps and gaze plots were generated from participants’ eye
movements to determine how they allocated attention to the notice during the initial read-
through. Heat maps show the relative proportion of fixations on the areas of the notice and
provide insight into the areas that were fixated on the most. The areas with many fixations



are dark red and areas with fewer fixations are light green. Gaze plots show the order of
fixations for each participant and provide insight into the visual scan path while participants
are cognitively processing the notice’s information. Any individual gaze plot is not
representative of all participants, but illustrates one individual’s order of fixations.

Four different versions of the notice were tested at each location. The documents went
through an iterative design process in which the notices were revised after each round;
consequently, the composition of the notices changed.

In Round 1, at the Arlington location, the first notice tested (the “Round 1 Basic Notice”)
contained information about the debt (e.g., account number, itemized amount owed, type of
debt) and also referenced certain consumer rights (e.g., dispute right, cease communication
right). The second notice (the “Alternative Cease Communication Notice”) was identical to
the Round 1 Basic Notice, except that it included a more detailed description of the cease
communication right. The third notice was identical to the Round 1 Basic Notice, except it
included a statement that the debt was time-barred but could be reported to credit reporting
agencies. The fourth notice was the same as the third notice, except that it included a
statement that the debt could be revived (i.e., the statute of limitations could restart) if the
consumer acknowledged the debt in writing or made a payment toward the debt (the “revival
disclosure”).

In Round 2, at the Minneapolis location, the first notice tested (the “Round 2 Basic Notice”)
was substantively similar to the Round 1 Basic Notice, but was formatted differently. The
second notice (the “Round 2 Alternative Dispute Language Notice”) was identical to the
Round 2 Basic Notice, except that it contained an alternative description of the consumer’s
dispute right. The third notice was identical to the Round 2 Basic Notice, except that it
contained a time-barred debt notice and a statement that the debt could not appear on the
consumer’s credit report. The fourth notice was the same as the third notice except that it
included a revival disclosure.

In Round 3, at the Las Vegas location, the first notice tested (the “Round 3 Basic Notice”)
was similar to the Round 2 Basic Notice. The second (the “Round 3 Alternative Dispute
Language Notice”) was identical to the Round 3 Basic Notice, except that it contained an
alternative description of the consumer’s dispute right. The third notice was similar to the
Round 3 Basic Notice, except that it contained a time-barred debt notice, a revival
disclosure, and a statement that the debt could be reported to a credit reporting agency. The
fourth notice was the same as the third notice except that it stated that the debt generally
could not appear on the consumer’s credit report.

Copies of all of the notices tested can be found in Sections 15, 16, and 17 of this report.



2.0 General Perceptions

2.1 Purpose of the notice

The moderator began each session by having each participant review the basic form and
then asking, “What is the purpose of the notice that you just viewed?” All participants
understood that the notice was correspondence from a debt collector attempting to collect a
debt. A participant from Round 1 said, “To inform you of the total amount of debt that you
owe currently. A new company is taking over the debt so you now owe a debt collector.” A
participant from Round 2 said, “[It] tells me that there is a debt that they’re collecting that’s
attached to my name, and that there’s recourse | can take to stop the collection or get more
information about the collection.” And a participant from Round 3 said, “To let me know that
| owe money on a credit card, that the credit card hasn’t been paid, so they transferred it
over to a debt collector, and now this is what it is.”

2.2 Important and helpful information

The debriefing questions on the Basic Notice focused heavily on participants’ perceptions
about the importance and helpfulness of information on the notice. During the debriefing
interview, the moderator asked, “Is there anything in this information that catches your
attention or which is particularly important to you?” When responding to this question,
participants most often discussed the debt amounts and charges, dates of the charges and
payment, and the parties involved in the collection process. For example, one participant
from Round 1 responded to this question by saying, “I would say the amount that you owe
now.” Another participant from Round 1 said, “Definitely the part on the left column when it
has the breakdown of what | originally owed, the interest, and what | pay now.” Similarly, a
participant from Round 2 said, “The amounts involved, the dollars owed.” Participants from
Round 3 responded similarly. One said, “It’d be the dates. I'd also probably look at the
amount. And also, real quick, anything that stands out that says options of what | could do at
the moment.”

In Round 1, participants responding to this question also discussed the “Actions you can
take” section. In Rounds 2 and 3, participants indicated they found the “How can | dispute
the debt?” section as being helpful. However, these sections were mentioned less frequently
than the three primary elements (debt amounts and charges, dates of the charges and
payment, and the parties involved in the collection process). For example, a participant from
Round 1 responded to the question by saying, “The actions | can take.” In Round 2, a
participant said, “l think the biggest thing that catches my attention is the amount of debt
you now owe and that price. | mean, it’s the different color, bold letters, so that part does
stand out. And again right under that, the next thing that your eye catches is how you can
dispute the debt.” Similarly, another participant in Round 2, who also mentioned the “How



can | dispute the debt?” section, said, “And the stuff in bold [catches my attention] saying,
you call and dispute, but if you do call, we may not be required to send you information that
shows you the debt.” A Round 3 participant explained, “Well, the debt, for one thing, and
then how to dispute over it is another. Call us or write them a letter.”

Participants responding to this question also discussed the tear-off at the bottom of the
notice. One participant in Round 1 said, “The clip form is a very convenient way to respond
to the notice. It's easy.” A participant in Round 2 said, “Where to mail them and then—where
to mail this bottom tear-off or cut-off sheet.” A few participants also mentioned the debt
collector’s reference number when responding to this question and one participant
mentioned that the CFPB website was most important.

The moderator also asked participants during the debriefing interview, “What is the most
useful information to you in this notice?” Again, participants most frequently mentioned the
amounts, dates, and parties involved. In Round 1, participants also discussed the “Actions
you can take” section, and in Rounds 2 and 3, the “How can | dispute the debt?” section. In
addition to these items, participants also mentioned—though less frequently—the collector’s
phone number, information about the original creditor, the CFPB website, the tear-off, and
the reference number. The following quotes provide examples of elements other than dates,
amounts, and dispute/action items cited as useful on the notice:

e A participantin Round 1: “The ‘You Have Rights’ section. It's the only thing that gives
you an idea of what | could do to stop them or find out more. The rest of the letter
just says that you owe a debt.” No other participants commented on the “You Have
Rights” section when responding to this question.

e A participant in Round 1: “The [North South Group] website, my reference number,
and the contact information for North South Group. | like www.consumerfinance.gov.”

e A participant in Round 1: “The phone number and any info about the original creditor
are the most valuable pieces of information.”

e A participant in Round 2: “The 800 number, because if I'm going to act on this, that’s
the first thing I’'m going to do.”

e A participant in Round 3: “The fact that there’s contact numbers, addresses, and the
reference numbers and the original account number is actually on here for who your
original creditor was.”

2.3 Overwhelming information

To evaluate whether the information in the validation notice was presented in a format that
was understandable but not overwhelming, the moderator asked participants, “Did you feel
overwhelmed by this notice at all? If yes, which parts, and why?” Across all three rounds,
half of the participants responded that it was overwhelming and half said that it was not
overwhelming. See Figure 1 for the complete distribution of responses.


www.consumerfinance.gov

Did you feel overwhelmed by this notice at all?
(N =30)

M Arlington Minneapolis ® Las Vegas

Yes No

Participants generally cited the overall process of debt collection to be the overwhelming
aspect, not necessarily the notice itself. For example, one participant from Round 1
responded to the question by saying, “Yes, the amount of the debt, that there are some
charges that I'm not aware of and that | don’t think that | made. Having to deal with what I'll
have to go through to solve this, | don’t have the patience for it.” Another participant said,
“Well, | always feel overwhelmed if | get any kind of debt, especially if it's over $1,000.”
Similarly, another participant said, “Well, | think they’re always stressful, getting a bill.”

Number of Participants
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Figure 1.

Participants who identified specific pieces of information in the notice as overwhelming
sometimes discussed the lack of more specific dates with regard to when different events
within the debt collection process occurred. Some participants also mentioned the lack of
specifics about the dates when the moderator asked, “What questions do you have after
reading this [notice]?” One participant from Round 1, when asked if he/she felt
overwhelmed by the notice, said, “A little, because it tells me that | owe a debt, but it doesn’t
tell me how | can find out more about the debt. It doesn’t tell me when interest was added,
and it doesn’t give you the date that the last payment was made.” A participant from
Round 2, who also described the lack of dates and details about the debt as being
overwhelming, said, “When was the interest charged? | do like to see stuff like that, when
the charge was put on my account.” A participant from Round 3 also discussed the lack of
dates as an item that he would have questions about after reading the notice. This
participant said, “When did | pay the $507? It looks like | got the dates that | owed.”

2.4 Eye Tracking of the Initial Read-Through

Analysis of the Round 1 heat map (see Figure 2) shows that three sections were fixated on
the most: (1) the section that describes the consumer’s right to dispute the debt, (2) mini-
Miranda, and (3) the section that displays the amount of debt. A higher number of total



fixations on a section of the notice could either indicate the information was confusing or
important. We combine the eye-tracking data with participants’ comments to arrive at the
most plausible inference.

The fixation patterns that are observed in the eye-tracking visualizations are consistent with
participants’ comments. Participants commented that they considered all three of these
highly fixated sections to be important. Participants’ comments suggested that the mini-
Miranda helped to orient participants to the purpose and content of the notice, and
participants often commented that the information in the “Our information shows” section
was the most important, followed by information in the debt dispute section.

The “You Have Rights” and “How do you want to respond to this notice?” sections had a
comparatively low number of fixations compared to other parts of the notice. These two
sections were often discussed during the interview as being important so the fewer number
of fixations suggests that this information might have been easy to read and comprehend.
Participants also commented that these sections only needed to be scanned, further
suggesting that fewer fixations on this section might have been due to ease of processing
the information rather than a disinterest in the information. Additionally, the lack of fixations
on the tear-off suggests that its purpose was clear. Finally, the gaze plots from Round 1
demonstrate that most participants read the notice thoroughly; only two of the 10
participants quickly scanned the notice (see Figures 3 and 4).



Round 1: Heat Map of Initial Read-Through
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Figure 2. This heat map is a compilation of all eye fixations for all participants tested in Round 1 (n = 10) that
occurred during the participants’ initial read-through of the notice.



Round 1: Gaze Plot of Initial Read-Through
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Figure 3. This gaze plot shows a participant who thoroughly read the notice during the initial read-through.



Round 1: Gaze Plot of Initial Read-Through
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Figure 4. This gaze plot shows a participant who quickly scanned the notice during the initial read-through.
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Consistent with Round 1 findings, the heat maps and gaze plots from Rounds 2 and 3 (see
Figures 5-8) also show a high number of fixations occurring on the dispute section, as
compared to other areas on the page. Participants also fixated on the mini-Miranda and the
“Our information shows” box, while the “What else can you do?” section (i.e., request for
name and address of the original creditor, learn more about your rights, and call us for
payment options) was rarely fixated on during the initial read-through. The gaze plots show a
similar visual scan pattern to Round 1. Participants typically read the opening section,
moved to the “Our information shows” section, and then more thoroughly read the
information advising them about how to dispute the debt. After reading about how to
dispute, participants typically—and quickly—scanned the “How do you want to respond to
this notice?” section.
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Round 2: Heat Map of Initial Read-Through

North South Group To:  Ms. Mary Smith
P.O. Box 121212 2323 Park Street
Pasadena, CA 91111.2222 Apartment 342
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April 15, 2015 Reference: 564-345

North South Croup is a debt collector. We are trying to collect a debt that you owe to ABC Credit.
We will use any information you give us to help collect the debt.

QOur information shows:
You had a Main Strest =41 card from Bank of Rackville with account number
123-456-789. ABC Credit has taken over that account, 50 now you owe ABC Credit.
As of January 2, 2009, you owed $ 123456
Betwe=n January 2, 2009 and today:
You were charged this amount in interest: + § 22500
You were charged this amount in fees: + 5 0.00
You have paid this amount toward the debt: -5 50.00
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you dispute the
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® Callus to dispute. But if you do call, we may not be required to send you information that shows you owe the
debt, We must stop collection on any amount you dispute until we confirm that our information is comect.

I we do not hear from you, we will assume that our information is cormect

What else can you do?

» Ask us lo send you the name and address of the original creditor. Write by May 15, 2015 and we will stop collection untl we
send you that information. For ease, you may use the form below or you may write to us without the form.

= Learn more about your rights under federal law. For instance, did you know that you have the right to stop or limit how we
contact you? For more information, see the enclosed Summary of Rights or go to the Consumer Financial Protection Bureau's
website at www.consumerfinance gov.

“ Call us at (800) 123-4567 to talk about your payment options.

* Mad this form to: How do you want to respond to this notice?
North South Group Check all that apply.
P.O. Box 121212
Pasadena, CA 91111-2222 [ 1 want to dispute the debt because:
[ This is not my debt.
D‘thmrsmmg,
[ 1 already paid this debt in full or | settied it
[ 1 go not think that you are the right person to pay.
Ms. Mary Smith [ Other or more detai:
mi"’?‘ Dlmwztt;mmwww

Minneapolis, MN 55401 o D
LU B LR TR TR E T B B B AL [T : i

Make your chiick payable to North South Group.
Include the relerence number 584-345.

Figure 5. This heat map is a compilation of all eye fixations for all participants tested in Round 2 (n = 8) that
occurred during the participants’ initial read-through of the notice. Participants fixated the most on the dispute
section.
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Round 2: Gaze Plot of Initial Read-Through
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Figure 6. This gaze plot shows a Round 2 participant who thoroughly read the notice during the initial read-
through. The participant: (1) oriented himself to the page by quickly scanning the notice, (2) more thoroughly
scanned the introductory and debt information sections, and (3) read about how to dispute the debt.
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Round 3: Heat Map of Initial Read-Through

Las Vegss.NV 89109

Make your check payable to North South Group.
I the refs 564245,

Figure 7. This heat map is a compilation of all fixations for all participants tested in Round 3 (n = 9) during the
initial read-through. Participants in this round also fixated the most on the dispute section.
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Round 3: Gaze Plot of Initial Read-Through
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Figure 8. This gaze plot shows a Round 3 participant who: (1) quickly scanned the introductory and debt
information sections, (2) read about how to dispute the debt, and (3) fixated on the information in the tear-off.
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3.0 Introductory Language

In Round 1, the following sentences were included at the top of the notice, directly under the
first bolded line of text:

“By law, we must send you the following information. You have the right to tell us if you think
this information is incorrect. You also have the right to get the name and address of the
original creditor.”

The first round of testing suggested that these sentences did not generally aid in
comprehension of the notice. With the exception of the first sentence—“[b]y law, we must
send you the following information”—all of the information appeared in other sections of the
form. The sentence “You have the right to tell us if you think this information is incorrect”
might not have been necessary at the top of the notice, because participants’ comments
suggested they knew they could take this action from the information in the “Actions you can
take” section and on the tear-off at the bottom of the form (the tear-off will be discussed in
more detail later in this report). The ability to request the nhame and address of the original
creditor was also included on the tear-off and in the “Actions you can take” section. Eye-
tracking visualizations showed that this section was rarely fixated upon despite being at the
top of notice. Because of these multiple sources of evidence indicating that these sentences
were not adding much value for participants, this introductory language was removed from
the notices for Rounds 2 and 3.

4.0 Amount of the Debt

4.1 Changes to the form

All versions of the notices included a Debt Information Box, which contained basic
information about the debt referenced on the notice, including amount owed, interest, and
fees. Small changes were made to this box between rounds.

In Round 1, the sentence, “ABC Credit has taken over the account, so now you owe ABC
Credit” was located at the bottom of the Debt Information Box. Comments from some
participants suggested that they did not read or comprehend the information located below
the “Total amount of the debt now” text. In Rounds 2 and 3, this sentence was moved to the
top of the Debt Information Box so that it followed the sentence, “You had a Main Street
Store credit card from Bank of Rockville with account number 123-456-789.” Participants
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still verbally expressed some confusion over the chain of ownership (this is discussed in
more detail in the next section), but their comments suggested that they were more likely to
notice this sentence in the new location.

In Round 1, the notice stated: “As of January 2, 2009, you owed: $1,234.56” (see Figure 9).
The time period over which interest was charged was phrased as “Since then, you were
charged this amount in interest.” The lines that followed listed the fees charged and
payments made over that time period. Those lines were indented the same distance as the
amount initially owed. In Round 1, some participants had trouble determining when the
interest and fees were charged, and when the payments were made. In Round 2, the
language describing the time period was changed to “Between January 2, 2009, and today”
and moved to a separate line (see Figure 10). Interest, fees, and payments were indented to
indicate that they were nested within the charges that occurred since January 2, 2009.

Debt Information Box Changes: Arlington (Round 1) to Minneapolis (Round 2)

Round 1: Debt Information

Our infoermation zhows:

You had a Main Street Store credit card from Bank of Rockville
with account number 123-456-789.

As of January 2, 2009, you owed: 5 1,234.56
Since then, fyou were charged this amount in interest: + 5 22500
And lyou were charged these fees and other charges: + 5 0.00
Andlmu have paid this amount toward the debt: - 5 50.00

$ 1,409.56

ABC Credit has taken over the account, 50 nOw you owe
ABC Credit.

Figure 9.
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Round 2: Debt Information

Our information shows:
You had a MainSireet Store credit card from Banlcof Bockyville with accg
123-456-789)ABC Credit has taken over that account, so now you owe ABC Credit.
As of January 2, 2009, you owed: S 123456
ween January 2, 2009 and today:
'You were charged this amount in interest: + $ 22500
You were charged this amount in fees: + 5 0.00
You have paid this amount toward the debt: - % 20.00
Total amount of the debt now: $ 1,409.56
Figure 10.
o Added language, “Between January 2, 2009 and today:”
. “Since then, you were charged this amount in interest” became “You were charged this amount in interest.”
“And you were charged these fees . . .” became “You were charged this amount in fees:”

L]
. “And you have paid this amount . ..” became “You have paid this amount...”
. Interest, fees, and debt were all indented.

o Moved “ABC Credit has taken over that account, so now you owe ABC Credit.”

Between Rounds 2 and 3, some additional minor changes were made to the Debt
Information Box (see Figures 11 and 12).

Debt Information Box Changes: Minneapolis (Round 2) to Las Vegas (Round 3)

Round 2: Debt Information

Our information shows:
You had a Main Street Store credit card from Bank of Rockville with account number
123-456-7859. ABC Credit has taken over that account, so now you owe ABC Credit.
As of January 2, 2009, you owed: 5 1,234.56
Between January 2, 2009 and today:
You were charged this amount in interest: + 5 | 22500
You were charged this amount in fees: + 5 0.00 °
You have paid this amount toward the debt: - 3 50.00
Total amount of the debt now: $ | 1,409.56

Figure 11.
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Round 3: Debt Information

Our information shows:

You had a Main Street Store credit card from Bank of Rockyillewith account numiber
123-456-789. ABC Credit now owns that account, so now you owe ABC Credit.

As of January 2, 2013, yvou owed: F 123456
BetweenJanuary 2, 2013 andtoday: _
You were chargedthis amountin interest: + & 75.00
You were chargedthis amountin fees: + & 25.00
You paidthis amount toward the debt: - & 20.00 °
Total amount of the debt now: %] 1,284.56

Figure 12.

o Total amount of interest changed from $225 to $75 due to the date change that occurred between rounds.
o $25 in fees were added.

° Total amount of debt owed changed from $1,409.56 to $1,284.56.

4.2 Comprehension and understanding

After inquiring about the purpose of the notice with participants, the moderator asked about
the information found in the Debt Information Box. The first question the moderator asked
was: “How much do you owe?” Across all rounds, all but one participant answered this
question correctly.

The moderator then asked participants, “Does the amount you owe include any interest? If
so, how much?” All participants in Rounds 1 and 2 answered this correctly. Only one
participant in Round 3 indicated that a lower amount of interest was charged than stated on
the notice. The moderator then asked participants: “Does the amount you owe include any
fees? If so, how much?” Again, all participants in Rounds 1 and 2 answered correctly that no
fees had been charged. In Round 3, two participants answered this incorrectly; one
participant said $50 was charged in fees and another said $77 was charged in fees. In fact,
the notice for Round 3 suggested that $25 was charged in fees. Overall, nearly all
participants answered these questions correctly, suggesting it was not difficult to find and
identify the amounts listed in the Debt Information Box.

The moderator then asked participants, “Who charged the interest on this debt?” Across the
three rounds, participants gave varying responses to this question. Ten participants stated
that ABC Credit charged the interest; seven participants said they were unsure; six
participants said it was North South Group; four participants said it was Bank of Rockville;
and three participants said it was Main Street store. These results were expected because
the form does not indicate which party charged the interest.
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5.0 Creditor, Debt Collector, Brand, and Making Payments

The moderator asked participants questions about the chain of ownership of the debt, the
relationship between the parties involved with the debt, and information specific to those
parties. The first question was, “Who originally extended you the credit?” In Round 1, seven
of the 10 participants correctly identified Bank of Rockville as the party that originally
extended the credit. In Rounds 2 and 3, the responses were more varied. In Round 2, four
out of nine participants correctly responded that the Bank of Rockville originally extended
the credit. In Round 3, only three out of 11 participants correctly identified Bank of Rockville
when responding to this question. In total, 14 of the 30 participants identified Bank of
Rockville as the party that originally extended the credit. Of the participants who correctly
identified Bank of Rockville, several participants first gave incorrect responses and then
corrected their responses; other participants who correctly identified Bank of Rockville often
hesitated when responding to this question. See Figure 13 for the full distribution of
responses.

Who originally extended you the credit? (N = 30)

m Unsure

m ABC Credit

B Main Street Store
Bank of Rockville

m North South Group

Figure 13.

The moderator followed this question by asking, “If you wanted their contact information,
could you find it?” Twenty-three participants explained that they could contact North South
Group for the contact information of the original creditor. Of those 23 participants, 11
mentioned that they could write or use the form to contact North South Group to obtain this
information; nine only indicated that they could call the North South Group; and three only
indicated that they could visit the North South Group’s website. One participant said that he
would need to call the Main Street Store for their information, and four of the 30
participants said that the contact information for the original creditor could not be found on
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the form. Responses suggested that different participants interpreted this question in
different ways. Some participants appeared to have responded to this question as what they
would do to obtain the original creditor’s contact information, as distinguished from what the
form explains one can do. Those participants who indicated that they could not find the
information likely interpreted the question to be asking whether the contact information
could be found on the form, not whether they could somehow obtain the contact
information. Participants’ responses suggested that they were aware that there are several
methods for obtaining the original creditor’s contact information and most recognized
writing or using the form as one such method. See Figure 14 for the full distribution of
responses.

If you wanted their contact info, where could you find it?
(N =30)

m Not Here

Bm Contact North South

Group
E Contact Main Street

Store
Unsure

Figure 14.

Heat maps and gaze plots were generated from participants’ eye movements to determine
how attention was allocated to the notice after the moderator asked the question, “If you
wanted the original creditor’s contact information, could you find it?” Analysis of the

Round 1 heat map shows that participants fixated on several areas on the notice when
responding (see Figure 15). When asked if they could find the contact information,
participants in Round 1 often fixated on the address in the top-right corner, the name of the
debt collector in the top-left corner, the tear-off, and the account number. This suggests that
participants had varying expectations about where to find the information necessary to
obtain the original creditor’s contact information. It also provides further evidence that
participants misinterpreted the question to be asking whether the information could be
found on the form itself, as they often looked at places where contact information is
commonly located on a notice. Analysis of the gaze plots shows that when responding to this
question, participants typically first fixated on the top of the form, which includes contact
information for North South Group. Most participants then looked to the other areas of the
form, which explained that they could write to North South Group for the original creditor’'s
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contact information. Other participants simply explained that the contact information for the
original creditor could not be found on the notice (see Figures 16 and 17).

Heat maps from Rounds 2 and 3 demonstrate that more fixations occurred on the “How can
you dispute the debt?”, “What else can you do?”, and tear-off sections, relative to other
areas on the notice (see Figures 18 and 20). Gaze plots further help visualize the clustering
on these areas of the page (see Figures 19 and 21). This evidence suggests that the new
header helped to orient participants to the information needed to obtain the original
creditor’s contact information, which was referenced in the “What else can you do?” section
and in the tear-off.
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Round 1 Heat Map: “If you wanted the original creditor’s contact information, could you find
it?”

Figure 15. This heat map is a compilation of all eye fixations for all participants tested in Round 1 (n = 10) that
occurred after the moderator asked the question, “If you wanted the original creditor’s contact information,
could you find it?”
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Round 1 Gaze Plot: “If you wanted the original creditor’s contact information, could you find
it?”

North Sout’s Group To: Ms. Mary Smith
Pt 1212 2323 Main Street
Pasaden i CA D 12':;_‘ Apartment 342
Arfington, VA 2222

Quetion ™ 10
Ca ) 18 S o ) to Brm, Monday to Saturday e 564-345
“Q¢ 12 " 55

g} March 2, 2015
Horth S. .. —roup is a debt collector. We are trying te cellect a debt that you ewe to ABC Credit.

We will use any information you give us to help collect the debt.

By law, we must send you the following information. You have the right to tell us if you think this information is incomect.
You also have the nght to get the name and address of the original creditor.

our infermation shows:
You had a Main Street Store credit card fom Bank of Rockville
with account number 123-458-780.

As of January 2, 2005, yuu wed: $ 123458
Snce then, you were charged L¥s amount n interest + § 22500
And you were fees 300 ctheroh-"b= + 3 0.00
And you have ad this .t e orin t ] 50.00
Total amount of Jhe debt aow: =
ABC Credit has taken over the account, '+ & - $ 140956
ABC Credit.
Actions you can take: You Have Rights
Tell us if you think our information is incomect. You may use the form below to You have: rights under federal law. For
wrie to us. You may also indude supportng documents. example, you can stop or limit how we
I you write to us by April 30, 2015, we must stop collection on any amount contact you. See the enclosed Summary
you think is ncomect until we send you information showng that you owe the of Rights or go to
If you write to us afrer April 30, 2015 or if you call us at any time, we i
must stop collection on any amount you think is incomect untd we check our
information. But we are not required 1o send you information showng that
you owe the debt.
Tell us if you want the name and address of the original creditor. Write to
us by April 30, 2015 and we will stop collection untl we send you that information.
- — ~Yumayusetheformbelow. _ _ _ o e ——————————————
< Mall this form to: How do you want te respond to thiz notice?
Z Sroug
P.O. Box 121212 CRACK 38 et S
Fasacena, CA 91111-2222 O 1 think your information is incomect because:
O Tis is not my cedt.
O ™e amount is wrong.
1 . T— O 1 atready paia this oebt In %ull o | seTea it
. Y
53 Miain S 3 1 00 not think that you are the right person 1o pay.
Apariment 342 O otner or more cetan:
Adlington. VA 22222 O 1| want the name and address of the original creditor. Sena t to me.
Baghey]tye Wty Lo fele Rty b fg? ) O I want to = i —— &
g Piease make your check payabie to North South Group
Questions™ Call (800) 1234567 and Inciude the reference NUMDer 564345,

Figure 16. This gaze plot is of a participant who briefly scanned the notice (less than seven seconds). This
participant could not quickly find the answer, so he responded by saying, “Not on this sheet. No.” The gaze plot
shows that the participant looked at several areas on the notice before giving up. This is further evidence that
participants interpreted the question to be asking whether the contact information could be found on the form
itself.
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Round 1 Gaze Plot: “If you wanted the original creditor’s contact information, could you find
it?”

/

72
_. \
Neorth South Group is a debt collector. We are trying to collect a debt that you J\»

We will use any infermation you give us to help collect the debt.

By law, we must send you the fo''.
You also have the nght to g,

. mation. You have the right to tell us if you think this information is incomect.
‘=55 of the oniginal creditor.

ovur information show
You had a Man Street Stor

with account number 123-4.
As of January 2, 2000, you ¢
$ince then, you were charged ths .° aigrest 4+

§ 122458
§ 22500
And you were charged these fees and othercharges: +  § 0.00
And you have pad th's amount toward the debt. - 3 50.00
Total amount of the debt now:
ABC Credit has taken over the acoount, 50 now you owe § 140956
ABC Credit.

nfios.~ation is incommect. You may use the form below to
il 30, 2015, we must stop collection on any amount

Tell us if you want the name and address of the original creditor.

Wite to
us by Apni 30, 2015 and we will stop collection untl we send you that nfr;

O 1 aiready paid this uew, 0 fll of | setied it
O 100 not think that you are the right person i pay.
O other or more ceta:

O Iwant the name and address of the original creditor. Senda t to me.
Ll U O Iwant to make a payment. | enciosed this amount

4 s
4'-? Call (800) 123-4567 o ot e o=

Figure 17. This gaze plot shows a participant who searched the notice longer (more than 25 seconds) before
responding to the question.
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Round 2 Heat Map: “If you wanted the original creditor’s contact information, could you find
it?”

“ Group To: Ms Mary Smith
125212 2323 Park Street
Fasadena, CA 91111-2222 Apartment 342
(B8C0) 1234567 from 8am to 8pm EST. Monday to Saturday Minneagolis. MN 55401
WWW.NSQTD.com
Apnil 15, 2015 Reference: 584-345

North South Group is a debt collector. We are trying te collect a debt that you owe to ABC Credit.
We will use any information you give us teo help collect the debt.

Our infermation shows:
You had a Main Street Store credit card from Bank of Rockville with account number
123-458-T80. ABC Credit has taken over that account. 50 now you owe ABC Cradit.

As of January 2, 2000, you owed: $ 23458
Between January 2. 2000 and today:
You were charged this amount in interest + § 22500
You were charged this amount in fees: + S 0.00
You have paid this amount toward the debt: - 3 50.00
Total amount of the debt now: $ 1,409.56
Howean you disputs the debt?
us by May 15 2015 to dispute all or part of the debt. If you write to us by that date, we must stop collection on
t you disputs unt! we send you information that T you owe the dett If you write AFTER that date. we must
5130 collzcton untl we n that our information is comect bul we may not be reguired to send that information to you. For
ase. y ¢ use e form Delow OF yOou may write to us without the form. You may also include supporting d
® Call us to Jospute, But i you do call, we may not be required to send you information that shows you owe the
debt. We -1 S19p eoil= >n any amount you dispute until we confirm that our information is comeet.
Wwe oo not M YO, e e that our informa:

can
!_ 15 o send v rame and address of the original creditor. Write by May 15, 2015 and we will stop collection until we
send you that infor 52 ¢ sase, you may use the form below or you may write 1o us without the form.

= Lnammore:buutyuu rights under federal law. For instance, did you know that you have the right to stap or limit how we

ocontact youT For more info ion, see the enclosed S y of Righis or go to the Consumer Financial Protection Bureau's
W Call us At (800) 1224567 to talk about your payment options.
M3l this form to- How do you want to respond to this notice?
North South Group Chack a8 et arply:
P.O. Box 121212
Pasadena, CA 911112222 O 1want to dispute the debt because:
[0 This is not my debt.
O The amount is wrong.
O 1 already paidl this debt in full or | settied it.
[ 1 do not think that you are the right person to pay.
M: Mary Smith [ Other or more detail:
i _\Sm O | want you to send me the name and
Apanmaent 342 address of the original creditor.
Minneapolis, MN 55401
O 1 enclosed this amount:
LEPL B LPEL TR LITRLEL T Y B B P T
Make your checl payable to North South Group.
Inciude the reference number 584-345.

Figure 18. This heat map is a compilation of all eye fixations for those who participated in Round 2 (n = 6) that
occurred after the moderator asked the question, “If you wanted the original creditor’s contact information,
could you find it?” In this round, participants fixated more on the “What else can you do?” section.
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Round 2 Gaze Plot: “If you wanted the original creditor’s contact information, could you find

it?”
p To: m'rth
v 2
Pasa A 91111-2222 nent 342

(800) 1234587 from 8am to 8pm EST| Mhnea;)oi:s, MN 55401

www.n .com J
April 15, 2015 Reference: 584-345
MHeorth Seuth Group is a debt ¢ e are a debt that ?O_H owe to ABC Credit.

We will use any information y te hely at.

Our information shows:

You had a Main Street Store credit card from Bank of Rock\nlt with aocount rumber

123-456-789. ABC Credit has taken over that 3ccount, so flow you owe ABC,

As of January 2, 2000. you owed: A / s
Between January 2, 2000 and today:

‘You were charged this amount in infg

You were charged this amount in'}

0.00

You have paid this amount towara

ute all or part c ' y pe
you informatior atda
it information s omu‘
You may write 10 us

\ suformation
it our informat

" || e

Total amount of the debt nw

*A. 2 fay 15, 2015 and we will stop collection until we
-'fgnoywmathn = W0 us without the form.

Learn more about your rig.
contact you? For more informa.
website at www.consumerfinance.gu..

.ouvd Sumrrlw of Rights or go to the Consumer Financial Protection Bureau's

Call us at (800) 1234567 to talk about your payment options.

Mail this form to: How do you want te respeond teo this notice?
North South Check all that apply:

P.O. Box 121212

Pasadena, CA 01111-2222 O 1want to dispute the debt because:

O This is not my debt.

[ The amount s wrong

O3 1 aiready paid this debt in full or | settied it

[ 1 o not think that you are the right person to pay.

Ms. Mary Smith [ Other or more detail:
2323?"*242 O I want you to send me the name and
f\paiitaant address of the original creditor.

Minneapolis, MN 55401

O 1 enclosed this amount:

Make your check payable to North South Group.
Inciude the reference number 584-345

Figure 19. This gaze plot shows a participant who mostly fixated on the “How can you dispute the debt?” and
“What else can you do?” sections.
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Round 3 Heat Map: “If you wanted the original creditor’s contact information, could you find
it?”

(&5 o8pmES wy

dil 27, 201 eference: 564-245
a " 5 Ref K 45

DlorﬂnSuﬂlGNqi’:M!:dhetw.'h“lﬂigbulbet a debt that you owe to ABC Credit.
We willuse any infermation you give us to help collect the debt.

Our information shows:

You had 2 Main Street Store credt cadd from Bank of Rockvilie with acoount num ber
123-456-T83. ABC Credenow owns that acoount 5o now youowe ABC Credit

As of January 2, 2013, youowed: $ 1.234.56
Between January £, 2013 and today:

You were charged this amount in interest: + @ 2.0

You were charged this amountin fees: + @ 25.00

You paid this amount toward the debt: — 50.00

Total amount of the debt now: $ 1.28456

Hew can you dispute the debt?

z wnhbusbJ 27, 2015to disputeall or part of the debt. We must stop coliection on any anount you dis pute until we
send you information that show s you owetheded: |1, o0 wine AFTER May 27, we are not required to send that information
to you, butwemns: stop collection umlwaconhm'm ot m!ommsmrea Forease you may use the form below or you

may write ©© us without the fom. You may alsoincl pporting

= Call us to dispute. Butif you do call, we are not required to send you information that shows you owe the debt We
must stop collection on any amount you dispute until we confirm thatour information is correct.

If we do not haar fom you we will assume that our information iscorrect

What else can youdo?

= Ask usto sendyou the name and address of the original creditor. \Wrise by May 27, 2015 and ve will s1op collecon untl we
send you that nlom Ron Forease, you may use the fom beow oryou may write 1o us without the fom.

= Learn more about yourrights underfederal law. For insance, did you know that you have the right to stop or imit how we
contact you? For more information, see the enclosed Summary of Rights or goto the Consumer Financial Protection Bureau's

website at www consumerfinance gov.
“ Contactus aboutyour payment options.
e e e e e - ————

Ma¥ this form to: How do you want te respond to this notice?

North Soutn Growp Check all that aoply”

P.O. Box 121212

Pasacena. CA 91111-2222 o rwantto disputethe debt becausel think:
oty oeR
B s 0=t Nt of lsemmed R
ih e rigr S= 0N 10 Py,

Ms. Mary Smith s o

2323 Park Street

Apartment 342 (0wt send methename and

s of Ihe onginal creditor.

Ll enclosed this amount: | 8
MaK2 your chick payadie © Nor?h Sou Group.
INClude Me ratrance nUMDar 554-345

Las Viegas, NV 39109

Figure 20. This heat map is a compilation of all eye fixations for all participants tested in Round 3 (n = 8) that
occurred after the moderator asked the question, “If you wanted the original creditor’s contact information,
could you find it?” In this round, participants fixated more on the “How can you dispute the debt?”, “What else
can you do?”, and “How do you want to respond to this notice?” sections.
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Round 3 Gaze Plot: “If you wanted the original creditor’s contact information, could you find
it?”

nm EST. Monday to Sat

to8p ay 1o

Our ‘aformation shows:

‘You had a Main Street Store credit card from Bank of Rockville with account number
123-456-789. ABC Credit now owrs that account, 50 now youowe ABC Credit

As of January 2, 2013, youowed: S 234.56
Between January 2, 2013 and today:
You were charged this amountin interest: ?Qﬂmr
You were charged this amountin fees: SN
You paid this amount toward the debr: _*a

Total amount of the debt now: $

Hew can you dispute the debt?

" Write to us by May 27, 2015 to dispute all or part of the debt. We must stop collection on any amount you dispute until we
send you information that shows you owe the debt. If you write AFTER May 27, we are not required to send that information
to you, but we must stop collection until we confirm that our information is correct. Forease. you may use the form below or you
may write 10 us without the fom. You may alsoinclude suppotting documents.

¢ Call us to dispute. Butif you do call, we are not required to send you information that shows ynu owe the debt We
must Ziepessaction on any amount you dispute until we confirm that our information is correct.

Ifwe do vou, we wil assume that our informaton is corect.

Wha' else can you do?

" Ask us iz zond you the name and address of the original creditor. | far 27,2018 Il. untiwe
send you thatinformation. For ease, you may use the fo.m beww oryou aumoun'\n

' Learn more aboutyourrights under federal la e, did yo mhavethe.vrno S1Op of imit how we
contact youfFormare information, see the encicsed N’R:ghf. Crnsumer Financial Protection Bureau's

website ) merfinance gov.
. Conmtumr payment options.

Norm Soutn Growp
P.O. Bax 121212
Pasacena, CA 91111-2222

Ms. Mary Smith - ‘Q‘ e

2323 Park Street -

Aparment 342 D3 ety D e erent s
Las Vegas, NV 83109 9

O 1 enclosed this amount:
Maike your chack payatie 10 Norih Soutn Group.
NCiuda Te refrance MUMDYr 558345,

Figure 21. This gaze plot shows a Round 3 participant who mostly fixated on the “How do you want to respond
to this notice?” section.
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The next question was designed to assess whether participants could locate the original
account number associated with the debt. The moderator asked participants, “What is your
account number with the company that lent you the money?” Twenty-eight of 30 participants
correctly identified the account number 123-456-789, which was located in the Debt
Information Box. Four of the 28 participants who identified the correct account number
made comments that suggested that they at first did not see it. These participants’
comments suggest that they saw the reference number first, hesitated, and then found the
account number. For example, a participant in Round 2 said, “l see a reference number. Oh,
OK, I see it. It's 123-456-789. The account number was with the store.” Similarly, a
participant in Round 3 said, “There’s a reference number. It doesn’t really say that it’s that.
Oh, wait. No, I'm sorry. It's on there—123-456-789.” Two participants said there was not an
account number or referred (incorrectly) to the reference number. See Figure 22 for the full
distribution of responses.

What is your account number? (N = 30)

Immediately
identified account
number

m |dentified account
number after further
review

24 m Did not identify the
account number

Figure 22.

Heat maps and gaze plots were generated from participants’ eye movements to determine
how they allocated attention to the notice after the moderator asked this question. The heat
map shows that participants primarily fixated on the account number (see Figures 23, 25,
and 27). The gaze plots show that although participants fixated more on the account
number when responding to this question, they typically first fixated on the top-right corner
where the reference number was located (see Figures 24, 26, and 28). In summary, these
visualizations suggest that most participants might expect to find the account number in the
top-right corner, where the reference number is located; however, they were still able to find
the account number quickly after scanning the notice. This finding is consistent across the
three rounds.
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Round 1 Heat Map: “What is your account number with the company that lent you the
money?”

North South Group To: Ms. Mary Smith

P.0. Box 121212 2323 Man Street

Pasadena, CA 91111-2222 Apartment 2472
Adington, VA 2022

Questions?

Call (800) 1234567 from 8am to 8pm, Monday to Saturday Reference: 584-345

of 9o to wWww.nsSgrp.com
March 31, 2015

Herth Seuth Group is a debt cc/l- 212 We are trying to collect a debt that you owe te ABC Credit.

We will use any infermation yeu oo s to help collect the debt.

By law, we must send you the following information. You have the right to tell us if you think this information is incomect.
You also have the nght to get the name and address of the onginal creditor.

owr inform
You had o "/ ~ard from Bank of Rockville
with acco.
As of January 2. 20 g $ 123458
Since then. you were charped Sisamountininterest ~ + § 225.00
And you Were charoe (ese lees and othercharges: + § 0.00
And you have pad ths amount toward the debt: - 3 50.00
Total amount of the debt now:
ABC Credit has taken over the acoount, S0 NOW you owe $ 1.409.56
ABC Credit.
Actions you can take: You Have Rights
Tell us if you think our information is incorrect. You may use the form below to You have rights under federal law. For
winte to us. You may also include supporting documents. example, you can stop or limit how we
If you write to us by April 30, 2015, we must stop collection on any amount contact you. See the enclosed Summary
you think is incormect until we send you information showing that you owe the of Rights or go fo
* i you write to us afrer April 30, 2015 or if you call us at any time, we
must stop collection on any amount you think is incorrect untl we check our
information. But we are not required to send you information showing that
you owe the debt
Tell us if you want the name and address of the original creditor. Write to
us by Apal 30, 2015 and we will stop coliection untl we send you that information.
L — L L A o T PN
< Mall this form to: How do you want to respond to this notices
South Group Check acory.
P.O.Box 121212 e A
Pasagena, CA 91111-2222 O 1 think your information is incorrect because:
O is Is not my gedt
O ™e amount is wrong.
: O 1 aiready paia this debt in full or | seed it
%amsms [J 1 6o not think that you ars e fight persen 1o pay.
Apartment 342 O other or more detal:

0O | want the name and address of the o) 1ol creditor. Send t o me.
R AR TR LT MR T T O | want to make a payment. | encosed o |+ ount

SR Piease make your check payabie to Noh South Group
Quaslionsy Call (200) 1234507 and Inciude the reference nUmDer $64-345.

Figure 23. This heat map is a compilation of all eye fixations for all participants tested in Round 1 (n = 10) that
occurred after the moderator asked the question, “What is your account number with the company that lent
you the money?” Participants fixated mostly on the account number when responding to this question.
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Round 1 Gaze Plot: “What is your account number with the company that lent you the
money?”

North Scuth To: Ms. Mary Smith
P.0.Box 12 2323 Main Street
Pasadera, CA 811112222 Apartment 342
Adlington, VA 2222
Nﬂﬁor]?3
Call (800) 123-4567 from 8am oﬁa%ﬂapmm Referenca: 564-345
Of o to wuww nep.com
31, 2015
md‘ .uq is a debt collector. We are trying to collect a debt tl;alyzl ow ¢ to ABC Credit.
mr' Jh information you give us to help collect the debt.
By =w wel% nd you the follcwing information. You have the right to tell us * you think this information is incomect.
You als® % n;.noqghemmmaddreﬁolhmnalc'edm?
or g Y 8
YoubadTh' 0 e cred” candfron Rocs ville
e
’su-‘js'_ oy owed: $ 123458
e s i D B, —
__ISaN A/ A “_:_e]hsmhimemﬁ: + $ 22500
__And -j- . :feesandothercharges: + § 0.00
Acrdvou hat 5 - /. unt toward the debt - 3 50.00
Tohlamotmtetmd’-btnw
ABC Credit has taken over the account, SO NOW you owe $ 140856
ABC Credit.
Actions you can take: You Have Rights
Tell 1= # you think our information is incormect. You may use the form below to You have rights under federal law. For
e o us You muy also include supportng documents. example, you can stop or lmit how we
Ilou$te!o 15 by April 30, 2015, we must stop collection on any amount contact you. Se¢ the enclosed Summary
0% s ncomect until we send you information showing that you owe the of Rights or go to
If you write to us after April 30, 2015 or if you call us at any time, we
must stop collection on any amount you think is incormect unti we check our
information. But we are not required to send you nformation showing that
you owe the debt.
Tell us if you want the name and address of the original creditor. Write to
us by Apnl 30, 2015 and we will stop collecton untl we send you that information.
e - Yeumayusetheformbelow e e
< Mall this form to: How do you want to respond to iz notice?
North South Group
P.O. Box 121212 S —
Pasacena, CA 31111-2222 O 1 think your information is incorrect because:
O nis is not my oebt.
O e amount is wrong.
O 1 already paia this 020t In full of | semed it
Ms. Mary Smith
2393 Mo S I:_Iauonotmmmpummmpmm»pay.
Apartment 342 L5 other or more cetal:
Arlington, VA 22222 gl\uutthe name and address of the original creditor. Send t 1o me.
e I want to make a payment. | encosed s amount |
Questions* Call (800) 123-4567 :.;alemsimrm mmhm;mm

Figure 24. This gaze plot shows a participant who mostly fixated on the account number.
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Round 2 Heat Map: “What is your account number with the company that lent you the
money?”

North South Group To: Ms MagSma
P.O. Box 121212 2327 Pak 54
Pasadena, CA 91111-2222 Apartment (42
(200) 1234587 from 8am to 8pm EST. Monday to Saturday Minneapolis. MN 25401

WAW NSO com

Apcl 18,2018 Reference: 564-345

Herih South Group is o debt collector. We are trying to collect a debt that you owe to ABC Credit.
We vwill use any infermation you give us to help colicet the debt.

tion shows:
>treet Store credit card from Bank of Rockville with account number

L ~BC Credit has takan over that account, 50 now you owe ABC Credit.

2. 2000, you owed § 1.234.58

e ary 2, 2009 and today:
0w were charged this amount in interest: + § 22500
‘You were charged this amount in fees: + 3 0.00
You have paid this amount toward the debt: - 5 50.00
Total amount of the debt now: $ 1,409.56

Hew can you dispute the debt?

Write to us by May 15, 2015 to dispute all or part of the debt. If you write to us by that date, we must stop collection on
any amount you dispute until we send you information that shows you owe the debt If you write AFTER fhat date, we must
stop collection until we confirm that our information is correct, but we may not be required to send that information to you. For
@ase. you may use the form below or you may write to us without the form. You may also include supporting dacuments.

Call us to dispute. But if you do call, we may not be required to send you information that shows you owe the
debt. We must stop collection on any you disp until we confirm that our information is comect.

if we do not hear from you, we will that our inf 1 is comect.

What else can you do?

Ask us to send you the name and address of the original creditor. Write by May 15, 2015 and we will stop collection until we
send you that information. For @ase. you may use the form below or you may write to us without the form.

' Learn more about your rights under federal law. For instance, did you know that you have the right to stop or limit how we
contact you? For more inf ion, see the enclosed 5 y of Rights or go to the Ci Financial Pr jion B ‘s
website at www consumerfinance gov.

Call us at (800) 1234567 to talk about your payment options.

Mail this form to: How do you want te respond to this notice?
North South Group Check all that apply:
P.0. Box 121212
Pasadena, CA 01111-2222 O 1 want to dispute the debt b

0 This is not my debt.

O The amount is wiong.

[ 1 already paid this debt in full or | settled it.

O 1 do not think that you are the right person to pay.
Ms. Mary Smith O Other or more detai:
2323?’“?:;“ O 1 want you to send me the name and
Aparmant address of the original creditor.

Minneapolis, MN 55401
1 enclosed this amount: E:

Rt S LR TR ETRL ST R R B LA (T gt
Make your check payable to North South Group.
Inciude the reference number 564-345.

Figure 25. This heat map is a compilation of all eye fixations for all participants tested in Round 2 (n = 6) that
occurred after the moderator asked the question, “What is your account number with the company that lent
you the money?” Participants fixated on the account number, as well as the top-right corner of the page, when

responding to this question.
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Round 2 Gaze Plot: “What is your account number with the company that lent you the
money?”

North South Group To:  Ms. Mary Smith
P.0. Box 121212 2323 Park Street
Pasadena, CA91111-2222 hpamuenl 342

(800) 1234567 from 8am to 8pm EST, Monday to Saturday
Www.ng

April *

Neorth South Group is a debt collector. We are trying t
We will use any informa e us to help colle:

Qur inf,

Hew can you dispute

“ Write to us by May 15, 2012 ute all or part o ite to us by that date, we must stop collection on
any amount you dispute until we send you information ) @ debt If you write AFTER that date, we must
stop collection until we firm that our infor JON iS5 COMecs, DUt nrlqw.dnnndrmmfummmFor
ease, you may use the form below or you may write to us without the iy also include supp ]

@ Call us to dispute. But if you do call may not be required to = ou information that shows you owe the
debt. We must stop collection o ;nt you di until we firm that our infor jon is comect.

If we do not hear from you, we will a- r information is comect.

What else can you do?

“ Ask us to send you the name and address of the original creditor. Write by May 15, 2015 and we will stop collection until we
send you that information. For ease, you may use the form below or you may write 1o us without the form.

“ Learn m * your rights under federal law. For instance, dldywkmﬂ\atywhwthmhlwswpormm“
contact, hre information, see the enclosed Summary of Rights or go o the C P 's
website sumerfinance.gov.

123-4567 to talk about your payment options.

“ Call us at

. How do you want to pend te this tice?
3 Check all that apply.
0.3 o]
Pasadena, CA 91111-2222 |:|l muudnbtm
I:II; mnuurluukd:L
0 1 60 net you are the right person to pay.
Ms. Mary Smith DOIhnurmmdQﬁt
nnp“gz;" Dim,wmundmeﬂnnmutd
Apartment address of the original creditor.
Minneapolis, MN 55401
O 1 enclosed this amount:
Rl B LR TR ATTRL T B B B TR T )
MWMMMUMMW
Inciude the ref 584-345.

Figure 26. This gaze plot shows a participant in Round 2 who first fixated on the reference number and then
fixated on the account number.
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Round 3 Heat Map: “What is your account number with the company that lent you the
money?”

Aptd 27 c Relerence: 554-345

N Zouth Greup s o dobt collector. We are trying (o collect a debt that you owe to ABC Credit.
We v us e any infermation you give us to help colicct the debt.

ormation shows:

) = n Street Store credt casd from Bank of Rockvilie w e = nt b
= ASC Credit now owns that account. SO NOW YOUOWE A5

v 2, 2013, youowed: $ 1,234.565
Ty e R .;-ualyz 2D‘£3anﬂtoﬂy
Tou were gedths . + > 9.0
Twwchtmmmnfm: + 5 =00
You paid this amount toward the debt: = 50.00
Total amount of the debt now: $ 128456

How can you dispute the debt?

" Write to us by May 27, 2015 to dispute all or part of the debt. We must stop collection on any amount you dispute until we
send you information that shows you owe the debt. Ifyou write AFTER May 27, we are not required to send that information
to you, but we must stop collection until we confirm that our information is correct. Forease you may us: the form below or you
may write 10 us without the fom. You may aisoinclude suppotting documents.

+ Callus to dispute. Butif you do call, we are not required to send you information that shows you owe the debt We
must stop coliection on any amount you dispute until we confirm thatour information is comrect.

If we do not hear from you, we will assume that our information is carect

What else can youdo?

* Ask us to send you the name and address of the original creditor. Wit by May 27, 2015 and we wil s10p collectonunti we
send you thatinformation. For ease, you may use the fom bebw oryou may write 10 us without the fom.

Learn more about yourrights underfederal law. For instance, did you know that you have the nqht o snpoflmn how we

contact you? For mere inf ion, seethe losed S y of Rights orgotothe C i P ion Bureau's

website at wwow consumerfinance gov.

Contactus about your payment options.

_'x'____"_________________________'_______'-.'——
How do you want to respond to this notice?
5 GO Check ail tnat apply”
B 121212
Pasacena. CA $1111-2222 O 1 wantto disputethe debt b 1 think:

O3 Tris s nex my oL

O Tne amourt 1s wrong.

O 1areagy pasg me: dett intul or |semad 1L
O You are not me ignt parson © pay.

gﬁau;:ymssn:imt O omer or more osan:

ree!

Apartmen O I wantyouto sendmethename and
t342 :ddresv:d the onginal creditor.

Las Vegas, NV 89109
O 1 enclosed this amount:
Make your chack payatie 19 Norin Souh Group.
Noude e referanck number 554-345.

Figure 27. This heat map is a compilation of all eye fixations for all participants tested in Round 3 (n = 9) that
occurred after the moderator asked the question, “What is your account number with the company that lent
you the money?” Participants fixated mostly on the account number, the top-right corner of the page, and the
debt collector’s information and address when responding to this question.
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Round 3 Gaze Plot: “What is your account number with the company that lent you the
money?”

......

[Nerth South Group is a debt collector. We are
!I'!wnlus!anymfmhonyw,vtush

~1|ﬂon shows:
Street Store credt cad from Bank
. Creditnow owns that lﬁm

rouowed.

and today:
amountin interest: /3

amount in fees: - =9.00
toward the debt: - 3 50.00

- debtnow: $ 1,28456

lect a debt that you owe to
- debt.

@/

How can you dispute the debt?

Write to us by May 27, 2015 to dispute all or part of the debt. We must stop collection on any amount you dispute until we
send you information that shows you owe the debt. Ifyou write AFTER May 27, we are not required to send that information
to you, but we must stop collection until we confirm thatour information is correct. Forease, you may use the form below or you
may write 1o us without the fomm. You may alsoinclide supporting documents.

* Call usto dispute Butif you do call, we are not required to send you information that shows you owe the debt \We
must stop collection on any amount you dispute until we confirm that our information is correct.

If we do not hear from you, we wil assume that our information is correct.

What else can youdo?

* Ask us to send you the name and address of the original creditor. Write by May 27, 2015 and we wil s1op coliecton unti we
send you thatinformation. For ease, you may use the form below oryou may write o us without the fom.

' Learn more aboutyourrights underfederal law. For insance, did you know that you have the right to stop or imit how we
contact you? For more information, see the enclosed Summary of Rights or go to the Consumer Financial Protection Bureau's

website at www consumerfinance gov.
¢ Contactus aboutyour payment options.

Mat this form to: How do you want to respond to this notice?
Normh Soun Growp Check 3 st apply

P.O. Box 121212

Pasacena. CA 91111-2222 O I want to dispute the debt because| think:

O Tres ts not my geot.

O e amount 1s wrong.

O 1araagy paic Tis 0t Infl or lsetad L
O You are nat he rignt parson 1 pay.

Ms.su;fyssmnh O Otar or mora cetan:
2323 Park Strest
Apartment 342 O I want you to send methe name and

address of the onginal creditor.

O 1 enclosed this amount:
Make your chack payadie 10 NorP Soum Group.
NClud2 Ha rafarince nUMbar 554-345.

Las Vegas, NV 83109

Figure 28. This gaze plot shows a participant who first fixated on the reference number and then moved her
gaze to the account number.
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The moderator also asked participants, “Who should you send the payment to?” Most
participants—26 of 30—correctly responded that payment should be sent to the North South
Group.

In Round 2, a reference to payment options was added to the notices. In Round 2, this
section read: “Call us at (800) 123-4567 to talk about your payment options.” In Round 3,
this section read: “Contact us about your payment options.” In Rounds 2 and 3, after the
moderator asked participants who they should send payments to, the moderator asked:
“What could you do if you're interested in payment options?” Participants’ comments
suggested that most did notice the section explaining that they could contact North South
Group to discuss payment options. For example, one participant in Round 2 said, “Call them
up and tell them your situation, that you don’t have money and you need to make payment.
They have an address. They have a phone number. 1-800-123-4567.” Another participant
from Round 2 said, “l would talk to them to find out what type of interest was going to be
applied to it. What my total overall monthly income is, how much money do | have going out,
what do | have free to work with, and use about 33% of that to send toward the debt
collectors.” Three participants across Rounds 2 and 3 expected to see payment options as a
choice on the tear-off. For example, one participant in Round 2 said, “In order to change my
payment options, | guess | would probably write a letter. They don’t give me a box to check
otherwise.” As another example, a participant in Round 3 said, “No, | don’t see anything
about payment options [on the tear-off]. It just says, ‘Contact us about your payment
options.””

The moderator then asked participants, “Who do you owe the money to now?” Across the
three rounds, the responses were fairly split between ABC Credit (15) and North South
Group (13). The split in responses could be a function of ambiguity about the term “owe.”
Some participants might have interpreted “owe” to have the same meaning as “send the
payment.” Other participants might have correctly interpreted the question as asking about
who owned the debt.

Heat maps and gaze plots were generated from participants’ eye movements when they
were responding to the question: “Who do you owe the money to now?” In Round 1, the heat
map shows that participants fixated more on the debt collector’s contact information,
relative to other areas on the notice (see Figure 29). Participants in Round 1 typically did not
fixate on the sentence explaining that the debt is owed to ABC Credit. The gaze plots from
Round 1 show that most participants either looked in the top-left corner or quickly scanned
the notice for the information (see Figures 30 and 31). In Rounds 2 and 3, however, the
heat maps show that participants fixated primarily on the opening sentence and the
sentence that explains that the debt is owed to ABC Credit (see Figures 32 and 34). The
greater number of fixations on the latter sentence suggests that participants were more
likely to expect to find this information in the new location.
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Round 1 Heat Map: “Who do you owe the money to now?”

To: Ms. Mary Smith

2323 Main Strest
Apartment 342
Adington, VA 2222
Questions?
Call 123-4567 %om B> Saturday Reference: 564-345
orgot
March 31, 2015

Horth South Group = a debt collector. We are trying to collect o debt that you owe to ABC Credit.

We will use any information you give us to help collect the debt.

By law, we must send you the following information. You have the right to tell us if you think this information is incomect.
You also have the right to get the name and address of the original creditor.

our information shows:
You had a Man Street Store credit card from Bank of Rockville
with account number 123-456-789.

As of January 2, 2009, you owed: $ 123458
Since then, you were charped hisamountin interest. +  § 225.00
And you were charped these fees and othercharges: + § 0.00
And you have paid this amount toward the debt: - 3 50.00
Total amount of the debt now:
ABC Credit has taken over the account, o Now you owe $ 140956
ABC Credit
Actions you can fake: You Have Righls
Tell us if you think our information is incorrect. You may use the form below to You have nghts under federal law. For
wnie to us. You may also include supporting documents. example, you can stop or limit how we
if you write to us by April 30, 2015, we must stop collection on any amount contact you. See he enclosed Summary
you think is incommect until we send you information showing that you owe the of Rights or go to
debt. wawow.consumerfinance.gov for more
i you write to us after April 30, 2015 or if you call us at any time, we
must stop collection on any amount you think is incomect unti we check our
information. But we are not required to send you nformation showing that
you owe the debt.
Tell us if you want the name and address of the original creditor. Write to
us by Apnl 30, 2015 and we will stop collection untl we send you that information.
- bl G oo T
X Mall this form oz How de you want to respond to this notice®
; . '-_‘:::;9 Check all mat apply”
Pasagera, CAS1111-2222 O | think your information is incorrect because:
O s Is not my debt.
O ™e amount is wrong.
O 1 aiready paia this debt In full of | setted it
Ms. Mary Smith
2993 Mo & 0 100 not think that you are the right person 1o pay.
Apartment 342 DO other or more getal:
Adington. VA 22222 O I want the name and address of the original creditor. Send 2 1o me.
L B LR LT O 8 B AL T
O Iwant to make a payment. | enciosed Ihis amount &
fions® Call (800) 1234567 :a;umaer,:rmmmmm;um

Figure 29. This heat map is a compilation of all eye fixations for all participants tested in Round 1 (n = 10) that
occurred after the moderator asked the question, “Who do you owe the money to now?” Participants fixated
mostly on the debt collector’s information in the top-left corner.
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Round 1 Gaze Plot: “Who do you owe the money to now?”

\ To: Ms. Mary Smith
2323 Main Street
112222 Apartment 342
Adington, VA 2222
Questions?
Call (800) 123-4567 from 8am to 8pm, Monday to Saturday Reference: 534-345

or go to www.nsgrp com
March 31, 2015

North South G&p is a debt collector. We are trying to collect a debt that you ewe lo ABC Credit.
We will use any information you give us to help collect the debt.

By law, we must send you the following information. You have the right to tell us if you think this information is incomrect.
You also have the night to get the name and address of the onginal creditor.

©Ovr information shows:

You had a Man Street Store credit card from Bank of Rockville
with account number 123-458-780.

As of January 2, 2009, you owed: $ 122458
Since then, you were charged this amount ininterest ™+ § 225.00
And you were charged these fees and othercharges:  + § 0.00
And you have paid this amount toward the debt - 3 50.00
Total amount of the debt now:
ABC Credit has taken over the account, 50 NOW you owe $ 140956
AEC Credit.
Actions you can fake: You Have Rights
Tell us if you think our information is incomrect. You may use the form below to You have rights under federal law. For
write to us. You may also include supportng documents. example, you can stop or kmit how we
' you write to us by April 30, 2015, we must stop collection on any amount contact you. See the enclosed Summary
you think is incormect until we send you information showing that you owe the of Rights or go to
debt. woww consumurfinance gov for more
If you write to us afrer April 30, 2015 or if you call us at any time, we
must stop collection on any amount you think is incormect unti we check our
information. But we are not required o send you information showing that
you owe the debt
Tell us if you want the name and address of the original creditor. Write to
us by Apni 30, 2015 and we will stop colliection until we send you that nformation.
ez Yummuehetombion o R A e ——————
3( Mall this form to: How do you want to respond to thii notice®
North South Group Check
P.0. Box 121212 & ma 3poly:
Pasagena, CA 91111-2222 D1 think your information is incorrect because:
O s Is not my debt.
O ™e amount is wrong.
- O 1 atreaay paia this o2t In %l of | seed It
gl;?;{arySrmﬂ\ O 1 60 not think Mt you are the right persan o pay.
Apartment 342 O other or more cetat:
Adinglon, VA 2222 O I want the name and address of the original creditor. Send t o me.
R MUY (8 MR R R M R T O I want to make a payment. | enciosed tvs amount .
Questions Call (800) 123-4567 TANSES L YO0 SRy 8 s oo e

Figure 30. This gaze plot shows a participant who fixated on the debt collector’s contact information.
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Round 1 Gaze Plot: “Who do you owe the money to now?”

North Sou
P.0.Box |
Pasadena, & 72222

Questions?
Call (800) 123-4567 fro— 2
or §o to vaww.nsgr,

March 31,2015

sr. We are trying to collect : ou owe to ABC Credit.

e us to help collect the debt.

By law, we mus g information. You have the right to tell us if you think this information is incomect.
You also have the . “Wame and address of the onginal creditor.
our infermation shows:
You had a Man Street Store credit card from B
with account number 123-456-789.
As of January 2, 2009, you owed: $ 122458
_ 2 ou were charged this amount ininterest =+ § 225.00
i charged these fees and othercharges: + § 0.00
pad this amount toward the debt: = % £0.00
Totai S=ount of the debt now: .-
ABC Credit has taken over the account, 0 NOW you owe § 140956
Actions you can take: You Have Rights
Tell us if you think our information is incorrect. You may use the form below to You have rights under federal law. For
write to us. You may, pde supporting documents. example, you can stop or mit how we
“ i you write 30, 2015, we must stop collection on any amount contact you See the enclosed Summary
you think is i = send you information showing that you owe the of Rights or go to
debt. v consumerfinance gov for more

© M you write to us arrer Apnil 30, 2015 or if you call us at any time, we
must stop collection on any amount you think is incorrect unti we check our
information. But we are not required to send you information showing that
you owe the debt.

Tell us if you want the name and address of the origina)
us by Apni 30, 2015 and we will stop collection untl we send y

you want to respond to His noticer

mat apoly:
U | think your information is incorrect because:
O3 is is not my aedt.
O ™e amount is wrong.
O 1 aiready paid this debt In full of | seted it
3 1 0o nct think that you are the right person 1o pay.
O other or more getai:

O 1 want the name and address of the original creditor. Send t to me.

O 1 want to make a payment. | enciosed this amount:
Please make your check payabie to North South

3

and Include the reference nuMber S54-345.

il

Figure 31. This gaze plot shows a participant who fixated on different areas on the notice, but not on the

sentence that explained that the debt is owed to ABC Credit.
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Round 2 Heat Map: “Who do you owe the money to now?”

ioeh “outh Group To:  Ms. Mary Smith

O Fox 121212 2323 Park Street

Fasadena, CA 91111-2222 Apartment 342
(800) 1234567 from Eam to 8pm EST. Monday to Saturday Minneapolis. MN 55401
WWW.NSgrp.com
April 15,2015 Reference: 584-345
:t‘nuu, Grouy debt colloctor. We are trying 1o collect a debt that you ewe te ABC Credit.
wawill use any information you give us to help colicct the debt.

e —

Qur inferm :
! cr ard fre ank “cekville v o
e — 50 NOW §

As of January 2, 2000, you owed
Between January 2, 2000 and today:

‘You were charged this amount in interest: + § 22500
You were charged this amount in fees: + $ 0.00
You have paid this amount toward the debt - 3 50.00
Total amount of the debt now: $ 1,409.56

How can you dispute the debt?

Write to us by May 15, 2015 to dispute all or part of the debt. If you write to us by that date, we mus! stop collection on
any amount you dispute until we send you information that shows you owe the debt. If you write AFTER that date, we must
stop collection until we confirm that our information is correct. but we may not be required to send ﬂut |rrforrmbon toym For
ease, you may use the form below or you may write to us without the form. You may aiso includ PP ]

Call us to dispute. But if you do call, we may not be required to send you information that shows you owe the
debt. We must stop collection on any you disp until we firm that our information is comect

i we do not hear from you, we wil that our inf Jon is comect.

What else can you do?

Ask us to send you the name and address of the original creditor. Write by May 15, 2015 and we will stop collection until we
send you that information. For ease, you may use the form below or you may write to us without the form.

Learn more about your rights under federal law. For instance, did you know that you have the right ta stop or limit how we
contact you? For more information, see the enclosed Summary of Rights or go to the C Financial Protection Bureau's
website at www consumerfinance gov.

Call us at (800) 1234567 to talk about your payment options.

}( Mail this form to: How do you want te respend to this notice?
North South Chedk all that apply:
P.O.Box 121212
Pasadena, CA 01111-2222 O 1want to dispute the debt because:
[ This s not my debt.
[ The amount is wrong.

01 already paid this debt in full or | settied it.
[ 1 do not think that you are the right person to pay.

Ms. Mary Smith O Other or more detail:
2323Park§:;et O 1 want you to send me the name and
Apartment address of the original creditor.

Minneapolis, MN 55401
O 1 enclosed this amount: |:|
AL B LR TR APTULEI B B B PUTAR (T
Make your check payable to North South Group.
Inciude the referente number 584345

Figure 32. This heat map is a compilation of all eye fixations from participants tested in Round 2 (n = 6) that
occurred after the moderator asked the question, “Who do you owe the money to now?” Participants fixated
mostly on the introduction sentence and the sentence that explained that the debt is owed to ABC Credit.
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Round 2 Gaze Plot: “Who do you owe the money to now?”

North South Group To: Ms. Mary Smith

P.O. Box 121212 2323 Park Street
Pasadena, CA91111-2222 Apartment 342

(800) 1234567 from 8am to 8pm EST. Monday to Saturday Minneapolis, MN 55401
WWw nsgrp com

April 15, 2015 Reference: 584-345

uovt%T. el is o debt collector. We are mQ to collect a debt that you owe to ABC Credit.

Vie - [) v ermation you give us to he'p eSflect tn - debt.
—ﬁ-‘h‘-"" ."‘- — —— -
Our ir h e -ows
;;,8 1 GE‘ueaedrtcar.i nk . f Rockvilll vitSF S0 2.
T d:ar\ars ‘aken oser + . SO now yu' o A | ﬁu‘n.
A Jaraary 7, 200Y, you owed: N B
Between January 2, 2000 and today: .
‘You were charged this amount in interest: + § 22500
You were charged this amount in fees: + S 0.00
You have paid this amount toward the debt: - $ 50.00
Total amount of the debt now: $ 1,409.56

How can you dispute the debt?

! Write to us by May 15, 2015 to dispute all or part of the debt. If you write to us by that date, we must stop collection on
any amount you dispute until we send you information that shows you owe the debt. If you write AFTER that date, we must
stop collection until we firm that our information is comrect, but we may not be required to send that information to you. For
ease, you may use the form below or you may write to us without the form. You may also include supporting documents.

Call us to dispute. But if you do call, we may not be required to send you information that shows you owe the
debt. We must stop collection on any amount you dispute until we confirm that our information is comrect.

If we do not hear from you, we will assume that our information is comect.

What else can you do?

Ask us to send you the name and address of the original creditor. Write by May 15, 2015 and we will stop collection until we
send you that information. For ease, you may use the form below or you may write to us without the form.

Learn more about your rights under federal law. For instance, did you know that you have the right to stop or limit how we
contact you? For more information, see the enclosed Summary of Rights or go to the Cor Financial Protection Bureau's
website at www consumerfinance gov.

Call us at (800) 123-4567 to talk about your payment options.

Mail this form to: How do you want to respond to this notice?
North South Group Check all that apply:
P.0. Box 121212
Pasadena, CA 811112222 O 1 want to dispute the debt be

O This is not my deb.

nﬂumxam.

1 already paid this debt in full or | settled it.

[ 1 6o not think that you are the right person to pay.
Ms. Mary Smith [ Other or miore detail:
2323"’”‘;";" [ 1 want you t> send me the name and
Apartment address of the original creditor.

Minneapolis, MN 55401
1 enclosed this amount: |:
l-lI[-'ll.-ll.-ll|.ll-l|l||-|-|.l'l-|"“|
Make your check payable to North South Group.
Include the reference number 584-345.

Figure 33. This gaze plot shows a participant who fixated on the introductory sentence, as well as the sentence
that explained that the debt is owed to ABC Credit.
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Round 3 Heat Map: “Who do you owe the money to now?”

i 8am to Bpm EET. Monday to Saturday

A Reference: 564-245

coestern. We sos iy (o celiect a debt that you owe to AEC Credit.
you giveus to helgieolicct the debt.

t cadd from Bar - of Rock mber
s thal 2CE0oUr 5CC
As of January 2, 2013, youowed: S 1.234.56
B january 2. 2013 and today:
oo 'were charged this amount in interest: + @ W
You were charged this amount in fees: * 9 5.0
You paud this amount toward the debt: - 50.00
Total amount of the debt now: § 128456

Heow can you dispute the debt?

Write to us by May 27, 2015 to dispute all or part of the debt. We must stop coliection on any amcunt you dispute until we
send you information that shows you owe the debt. Ifyou write AFTER May 27, we are not required to send that information
to you, but we must stop collection until we confirm that our information is correct. Forease, you may use the form below or you
may write 1o us without the form. You may alsoinclude suppotting documents.

* Call us to dispute. Butif you do call, we are not required to send you information that shows you owe the debt \We
must stop collection on any amount you dispute until we confirm that our inf ion is correct.

If we do not hear from you, we wil assume that our information is correct.

What else can youdo?

“ Ask us to send you the name and address of the original creditor. Write by May 27, 2015 and we will s1op collecson unti we
send you thatinformation. For ease, you may use the form below oryou may write 1o us without the fom.

' Learn more aboutyourrights underfederal law. For instance. did you know that you have the right to siop or imit how we
contact you? For more information, see the enclosed Summary of Rights or go tothe Consumer Financial Protection Bureau's
website at www consumerfinance gov.

* Contact us about your payment options.

Mt this form to: How do you wani te respond te this notice?
Check & mat aoply”

Norh Soutn Growp
P.0. Box 121212
Pasacena CA 91111-2222 O 1 wantto disputethe debt becausel think:

O Tres 1s not my g0t

0 Tne amount s wrong.

O 1areagy pad nés 0201 Inful or | satmed It

O you are nat e rignt parson 1o pay.

?Sséaupafy%nim O omer or moracatan:
A,pam\'::‘t 3:2“ O | wantyouto send methename and

address of the oniginal creditor.

O 1 enclosed this amount:

Maka your Chack payadie 1 Nortn South Group.
INCud2 e rafarence numbar 554-325.

Las Vegas, NV 89109

Figure 34. This heat map is a compilation of all eye fixations from participants tested in Round 3 (n = 9) that
occurred after the moderator asked the question, “Who do you owe the money to now?” Participants fixated
mostly on the introduction sentence and the sentence that explained that the debt is owed to ABC Credit.
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The moderator continued to ask questions about the parties associated with the debt. When
the moderator asked participants, “Is there a brand associated with the debt?”, 19 of the 28
participants who were asked this question correctly stated that Main Street Store was the
brand associated with the debt. Eight participants said that the Bank of Rockville was the
brand and one participant was unsure. Some participants made comments that suggested
they were unsure what term “brand” referred to in this context.

As a follow-up to the question about the brand associated with the debt, the moderator
asked, “Who is Main Street Store?” Twenty-three participants accurately stated it was a
department or retail store. Many participants also explained that the purchase was
completed with a Main Street Store credit card. One participant in Round 1 said, “Credit
card debt with a Main Street Store credit card.” Similarly, another participant in Round 1
said, “Oh, | see it right here, Main Street Store is the name of the credit card.” Very few
participants said that they were unsure what Main Street Store was or thought it was an
address. See Figure 35 for a full distribution of responses.

Who is Main Street Store? (N = 30)

Department Store
m It's an Address
B Unsure

23 Unclear Answer

Figure 35.

Overall, the relationship between the parties associated with the debt was a complicated
concept for participants across the rounds. While most participants could correctly answer
specific questions related to the different parties identified on the notice, such as the
original account number or where to send the payment, the relationship of different parties
in the overall debt collection process was less clear. During debriefing, the moderator asked
participants, “What questions do you have after reading this?” Several participants’
responses centered on the lack of information about how the parties related to one another.
One participant from Round 2 said, “l originally saw it as | owed the creditor . .. and | got the
credit through this Bank of Rockville. And now ABC Credit was collecting it. And | wasn’t sure
about North South Group. So now I’'m confused about how Bank of Rockville didn’t go
directly to North South Group and how ABC Credit got involved. So | guess I'm confused
about who ABC Credit is if they're not a debt collector.”
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6.0 Disputing the Debt

6.1 Changes to the “Actions you can take” and “How can you dispute the

debt?” sections

A central section of the notice addresses consumer dispute rights, and this section of the
notice underwent significant changes across the rounds of testing. Some changes were
made to improve consumer understanding. For example, in Round 2, the following language
was added to the notices: “If we do not hear from you, we will assume that our information is
correct.”

Other changes to this section were made in response to comments from participants during
Round 1 to improve usability and understanding. For example, participants did not appear to
readily connect the “Actions you can take” section with disputing the debt, so this section
was renamed “How can you dispute the debt?” As a result, the language describing how to
request the name and address of the original creditor was moved to a new “What else can
you do?” section. In addition, in Round 1, some participants did not understand whether
they needed to use the tear-off to write to dispute the debt or if they could write in
separately. Thus, in Round 2, language was added to the form stating, “For your ease, you
may use the form below or you may write to us without the form.”

Figures 36 through 39 show the changes made to the dispute sections of the forms in more
detail.
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“Actions you can take” Changes: Arlington (Round 1) to Minneapolis (Round 2)

Round 1: Actions you can take

e Actionz you cun take: l
Tell us if you think our information is incorrect. You may use the form below t
i i ing documents

° If you write to us by April 30, 2015, we must stop collection on any amount]
you think is incomrect until we send you information showing that you owe the
debt.

If you write to us after April 30, 2015 or if you call us at any time, we
must stop collection on any amount you think is incorrect until we check our
information. But we are not required to send you information showing that
you owe the debt.

Tell us if you want the name and address of the original creditor. Write to
us by April 30, 2015 and we will stop collection until we send you that information.
You may use the fom below.

Figure 36.

Round 2: How can you dispute the debt?

Write to us by May 15, 2015 to dispute all or part of the debt. If you write to us by that date, we must stop collection on
° any amount you dispute until we send you information that shows you owe the debt. If you write AFTER that date, we must

stop collection until we confirm that our information is correct, but we may not be required to send that information to you. For
ease, you may use the form below or you may write to us without the form. You may also include supperting documents.

Call us to dispute. But if you do call, we may not be required to send you information that shows you owe the
E Ldebt VW& must stop collection on any amount vou dispute unfil we confinm that ourinformation IS correct

If we do not hear from you, we will assume that our information is comect. I

What else can you do?

AskK us to send you the name and address of the original creditor. Write by May 15, 2015 and we will stop collection until we
send you that information. For ease, you may use the form below or you may write to us without the form.

Learn more about your rights under federal law. For instance, did you know that you have the right to stop or limit how we
contact you? For more information, see the enclosed Summary of Rights or go to the Consumer Financial Protection Bureau's
website at www.consumerfinance.gov.

Call us at (800) 123-4567 to talk about your payment options.

Figure 37.

“Actions you can take” was split into “How can you dispute the debt?” and “What else can you do?”
Removed “Tell us if you think our information is incorrect. . .”

Dispute language was reorganized to be based on communication method instead of date.

Moved “Tell us if you want the name and address of the original creditor” and changed language.

Added “If we do not hear from you, we will assume that our information is correct.

Information in the “You Have Rights” section was moved from the right side of the page to the “What else can you do?” section,
and information on calling to discuss payment options was added.
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“How can you dispute the debt?” Changes: Minneapolis (Round 2) to Las
Vegas (Round 3)

Round 2: How can you dispute the debt?

How can you dispute the debt?

Write to us by May 15, 2015 to dispute all or part of the debt. If you write to us by that date, we must stop collection on
any amount you dispute until we send you information that shows you owe the debt. If you write AFTER that date, we must
stop collection until we confirm that our information is comrect, but we may not be required to send that information to you. For
ease, you may use the form below or you may write to us without the form. You may also include supporting documents.

Call us to dispute. But if you do call, we may not be required to send you information that shows you owe the
debt. We must stop collection on any amount you dispute until we confirm that our information is correct.

If we do not hear from you, we will assume that our information is cormrect.

What else can you do?

Ask us to send you the name and address of the original creditor. Write by May 15, 2015 and we will stop collection until we
send you that information. For ease, you may use the form below or you may write to us without the form.

Learn more about your rights under federal law. For instance, did you know that you have the right to stop or limit how we
contact you? For more information, see the enclosed Summary of Rights or go to the Consumer Financial Protection Bureau's
website at www. consumerfinance gov.

Call us at (800) 123-4567 to talk about your payment options.

Figure 38.

Round 3: How can you dispute the debt?

How can you dispute the debt?

Write to us by May 27, 2015 to dispute all or part of the debt. We muststop collection on any amount you dispute until we
sendyou information that shows yvou owe the debt. If you write AFTER May 27, we are not requiredto sendthat information
to you, but we muststop collection until we confirmthat our information is correct. For ease, vou mayuse the formbeloworyou
may write to us withoutthe form. You mayalsoinclude supporting documents.

Call us to dispute. But if you do call, we are not required to send you information that shows you owe the debt. We
must stop collection on any amountyou dispute until we confirm that our infarmation is correct.

If we do nothearfromyou, we will assume that ourinfonmation is correct.

What else can you do?

Ask us to send you the name and address of the original creditor. Write by May 27, 2015 and we wil stop collection untilwe
sendvouthatinformation. Forease, youmay use the formbelow or yvou may write to us withoutthe form.

Learn more about your rights under federal law. For instance, did you knowthat vou have the rightto stop or limit howwe
contact you? For more information, see the enclosed Summary of Rights or go to the Consumer Financial Protection Bureau's

website at www.consumerfinance.qov.
e Contact us about your payment options.

Figure 39.

o Altered language in first bullet:
. Removed “If you write to us by that date .. .” from “We must stop collection on any amount you dispute . . .”
. Changed “that date” to “May 27”; changed order and language of “. . . we must stop collection until we confirm that

our information is correct” and “we are not required to send that information to you.”

e Changed “Call us at (800) . . . to talk about your payment options” to “Contact us about your payment options.”
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6.2 Comprehension and understanding

To assess understanding of the dispute section of the notice, the moderator asked
participants: “Imagine you received this notice, but did not think you owed the debt. What
could you do?” Participants gave varying responses across the rounds, but all participants
understood that they had options for contacting the debt collector to dispute the debt.

What could you do if you thought you didn’t owe the
debt? (N = 28)
B Arlington Minneapolis M Las Vegas

[2]

=]

o

£ 67

©

[a

5 4

3,

£

Z 0. _n ,

Write Call Call & Write Contact

Figure 40.

Heat maps and gaze plots were generated from participants’ eye movements to determine
how their attention was allocated to different parts of the notice after the following question
was asked: “What could you do if you thought you didn’t owe the debt?” The heat map for
Round 1 shows that participants fixated more on the “Actions you can take” and tear-off
sections (see Figure 41). The example gaze plot from Round 1 shows that this participant
first fixated on the tear-off and then moved to the more detailed information about how to
dispute the debt (Figure 42). Although participants did not necessarily always begin at the
tear-off and move to the “Actions you can take” section, these were the two most fixated
sections of the notice when responding to this question. Similarly, in Rounds 2 and 3, the
heat maps show high frequency counts of fixations on the “How can you dispute the debt?”
and “How do you want to respond to this notice?” sections (Figures 43 and 45). This
evidence suggests that it was clear to participants how to find the information about how to
respond if the consumer did not think the debt belonged to them.
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Round 1 Heat Map: “Imagine you received this notice, but did not think you owed the debt.
What could you do?”

North South Group To: Ms. Mary Smith

P.O. Box 121212 2323 Main Street

Pasadena, CA 91111-2222 Apartment 342
Arlington, VA 2222

Questions?

Call (800) 123-4567 from 8am to 8pm, Monday to Saturday Reference: 564-345

of go to waww nsgrp com

March 31, 2015

Nerth South Group is a debt collector. We are trying te collect a debt that you owe te ABC Credit.

We will use any information you give us to help collect the debt.

By law, we must send you the following information. You have the right to tell us if you think this informaton is incomect.
You also have the right to get the name and address of the oniginal creditor.

Our infermation show
You had a Main Street Store crec card fom Bank =
with account number 123455720
As of January 2, 2008, you owed $ 123458
Snce then, you were charged ths amount ninterest + 5 22500
And you were charged these fees and other charges: + 3 0.00
And you have paid this amount toward the debt — 50.00
Total amount of the debt now:
ABC Credit has taken over the account, so NOw you owe § 140956
ABC Credit.
Actions you can take: You Havi Rights
Tell us if you think our information is incommect. You may use the form below to You have rights under federal law. For
wrie 1o us You may also include suppaortng documents. example, you can stop or lmit how we
= If you write to us by April 30, 2015, we must stop collection on any amount contact you. Se the enclosed Summary
you think is incorrect until we send you informaton showing hat you owe the of Rights or go to
debt Loves consiymerfinance. gov for more
= M you write to us afrer April 30, 2015 or if you call us at any time. we K
must < =:tion 6N any amount you Mink = ncomect untl we
inform ot ' we are not required to send you nformation sho .
YyOu oW the debt
Tell us if you want the name and address of the origina! crod

us by Ao 12 and we will stop coliecton until we senc W
- — — T e R e e e e
;( Mall this form fo: How ds you wanl fo rezpond fe his netice?
North SouT) Group
P.O. Box 121212 3
Pasadena, CA 91111-2222 [ 1 think your information is incorrect because:
3 This s
O e - 1 ks aToNg
e ) | areaay paia this os0t in full or | selied IL
m""‘”?.s‘s'“' 3 1 0o not think that you are the nght person 1o pay.
Apartment 342 O other or more cetal:
Adington. VA 22222 O | want the name and address of the original creditor. Sena t o me.
LR TR P DTS B R B AL T
Dlwmbmﬂeammntlx:smm =
Questions* Call (800) 1234567 o mb sy o] o e iy

Figure 41. This heat map is a compilation of all eye fixations from participants tested in Round 1 (n = 6) that
occurred after the moderator asked the question, “Imagine you received this notice, but did not think you owed
the debt. What could you do?” Participants fixated mostly on the “Actions you can take” and the “How do you
want to respond to this notice?” sections.
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Round 1 Gaze Plot: “Imagine you received this notice, but did not think you owed the debt.
What could you do?”

North South Group To: Ms. Mary Smith

P.O. Box 121212 2323 Main Street

Pasadena, CA 91111-2222 Apartmert 342
Adington, VA 2222

Questions?

Call (800) 123-4567 from Sam to 8pm, Monday to Saturday Reference: 564-345

of go to www.nsgrp.com
March 31,2015

North South Group is a debt collector. We are trying to collect a debt that you owe to ABC Credit.

We will use any infermation you give us to help collect the debt.

By law, we must send you the following information. You have the right to tell us if you think this information is incomect.
You also have the right to get the name and address of the original creditor.

our information thows:

You had a Main Street Store credit card from Bank of Rockville
with account number 123-458-780.

$ 123456
+ $ 22500
+ 3 000
- §$ 5000
Total amount of the debt now:
ABC Credit has taken over the account, 50 NOwW you owe § 140956
ABC Credit.

Actions you can take: l

r¢ Rights
Tell us if you thi ot m below to & nights under fiederal law. For
write to us. Yo, "o, you can stop or kmit how we
« W youwr \ny amount contact you. See the enclosed Summary
4 ﬂ" o of Rights ce go to
wevew consumerfinance. gov for more

Tell us if you waiil (the name and address of the
us by Apeil 30, 2015 and we will stop collection untl w!

North South Group
P.O. Box 121212
Pasacena, CA 91111-2222

% this 02bt In full or | selfed it

*mmn.smsl *4nk that you are the gt pérson 1o pay.
Apartment 342 O other or more setan:
Arlingten. VA 22222 O 1 want the name and address of the original creditor. Send t to me.
Ul L L L O | want to make a payment. | encios:d this amount
s
Questions® Call (800) 123-4567 e bl e ey

Figure 42. This gaze plot shows a participant who first fixated on the “How do you want to respond to this
notice?” section, and then fixated on the “Actions you can take” section.
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Round 2 Heat Map: “Imagine you received this notice, but did not think you owed the debt.
What could you do?”

MNorth South Group To: Ms. Mary Smith

P.0O. Box 121212 2323 Park Street
Pasadena, CA 91111-2222 Apartment 342

(800) 123-4587 from Eam to Bpm EST. Monday to Saturday Minneapolis. MN 55401
April 15, 2015 Reference: 584-345

North South Group is a debt collector. We are trying to collect a debt that you owe te ABC Credit.
We will use any information you give us to help collect the debt.

Our infermatien shows:
‘You had a Main Street Store credit card from Bank of Rockville with account number
123-456-780. ABC Credit has taken over that account. 50 now you owe ABC Credit.

As of January 2, 2008, you owed: $ 123456
Between January 2, 2009 and today:
You were charged this amount in interest: + § 22500
You were charged this amount in fees: + 3

You have paid this amount toward the debt: -

Total amount of the debt now: $ 1,409.56

Hew con you dispute the debi?

Write to us by May 15, 2015 to'dis pute all or part of the debt et stop collection on

X spute until w d you informatior t show we the ! [hat date, we must
Stop coliechon untl we firm that our inf IS eorec Wi May ot be regus at informaton to you. For
*35%, you use the form below or you may write 10 us without the form. You may also includ ung documents.

“ Call us o dispute. But if you do call, we may not be required to send you information (/.01 “hows you owe the
debl We must stop collection on any you disp until we firm that our inft s

If we do not hear from you, we wil assume that our informaton is comect.

What else can you do?

“ Ask us to send you the name and address of the original creditor. Write by May 17 00 17 and we will stop collection untl we
send you that information. For ease. you may use the form below or you may write to us without the form.,

Learn more about your rights under federal law. For instance. did you know that you have the right tc stop or limit how we
contact you? For more information, see the enclosed Summary of Rights or go to the C Financial P jon Bureau's
website at www.consumerfinance.gov.

Call us at (800) 123-4567 to talk about your payment options.

Mail this form to Hov do you want tp respond to this notice?
North South Group Ct ¥ 2o
P.0. Box 121212 E
Pasadena, CA 21111-2222 L i pute the debt because:
Bt oy b
L TS wrong.
D00 2reasy 2o this debt in full or | setted it
O 1 6o et Sunk that you are the nght person 1o pay.
Ms. Mary Smith [0 Other or more dotait
2323Pm§:»;« Dlmmmmdm&ﬂummﬂ
Apartment address of the original creditor.
Minneapolis, MN 55401
O 1 enclosed this amount:

AL B LPRL I LTLLELAT S B B UL [T |
Make your check payable to North South Group.
Include the reference number 584-345

Figure 43. This heat map is a compilation of all eye fixations from participants tested in Round 2 (n = 5) that
occurred after the moderator asked the question, “Imagine you received this notice, but did not think you owed
the debt. What could you do?” Participants fixated mostly on the “How do you want to dispute the debt?” and
“How do you want to respond to this notice?” sections.
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Round 2 Gaze Plot: “Imagine you received this notice, but did not think you owed the debt.
What could you do?”

North South Group : 'I'd: Ms. Mar

P.O. Box 121212 N - 2323 Par

Fasadena, CA 911112222 * : Aparment 342
1034567 from S8am n#_ MNET, V.onday to Saturday Minnegapolis, MN 55401

"3, 2018 Reference: 584-345

Neorth South Group is a debt collector. We are trying tu collee: a debt that you owe to ABC Credit.

We will use any infermation you give us te help Mleﬁfh

$ 122458

= paid this amoint towa~d the debt:

T
Total amount of the debt now:

e ot 33t date, we must stop collection on

° ¥ou write AFTER that date, we must
o v.ired 1o send that information to you. For

' My also include supperting documents.

;amatwnlurmam is comect.

‘n?

What else ; \
“ Ask us to send you the name ai 1al creditor. Write by May 15, 2015 and we will Stop’ stio until we
send you that .= nation. For ease, § kbwv;:.“rpaywwmwmmh-m,
= menaboutyourmhbunder&dﬁil Fel inst, you know that you have the right to #o it Fow we
contact you? Fafimom information, mmem’hdosed Summs fiRights or go to the Consumer Financial ®rotection fiureau's
website at w psum srfinance.gov. .
* Call us at (U 45¢ 7 to talk about your payment options.
Mail this form to
North South Group
P.O.Box 121212

Pasadena, CA 91111-2222

—/.nnmsauauulmm

110t ink that you are the right person to pay.

Ms. Mary Smith

2323 Park Street

Aparnment 342

Minneapolis. MN 55401

AETL BN LPCL P LTLLELA B B B PR L | :
yhur check payable to North South Group.
Inclu”e the reference number 584-345.

Figure 44. This gaze plot shows a participant who fixated mostly on the “How do you want to dispute the debt?”
and “How do you want to respond to this notice?” sections.
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Round 3 Heat Map: “Imagine you received this notice, but did not think you owed the debt.
What could you do?”

o Ms. Mary Smith

2323 Park S :
Apartment 342
day to Saturday Las Vegas NV 83109

April 27, 2015 Reference: 564-345

[North South Group is a debt collector. We are trying to collect a debt that you owe te ABC Credit.
We will use any information you give us to help collect the debt.

Ourinfermation shows:

You had a Main Street Store credit casd from Bank of Rockville with acoount number
123-456-789. ABC Credit now owrs that account, so now youowe ABC Credit

As of January 2, 2013, youowed: $ 1.23456
Between January 2, 2013 and today:
You were charged this amount in interest: + .00
You were charged this amountin fees: + 9 .00
You paid this amount toward the debt: - 50.00
Total amount of the debt now: § 128456
How ean you dispute the debt?

= Writeto us by Ma :

1 on any amount you dis pute until we
2 not requered to send that information
o e35e you may use the form below or you

You may alsQinclLie supp

= Callustodispute Butif you do call, we are not required to send you information that shows yous owe the debt We
must stop collection on any amount you dispute until we confirm that our information is comect.

If we do not hear from you, we will assume that our information is correct.

What else can youdo?
= Ask usto send you the name and address of the originalcreditor. Write by May 27, 2015 and we wil s1op coliecton untl we
send you thatinformaon. For ease. you may use the fom below oryou may write o us without the fomm

= Learn more aboutyour rights underfederal law. For instance. dd you know that you have the right 10 siop or imit how we
contact you? For more information, see the enclosed Summary of Rights or go to the Consumer Financial Protection Bureau's
website at www consumerfinance gov.

“ Contactus aboutyour payment options.

" Ma#l this form to 2ntte respond to this notice?
Nom Soum Group
PO Bax 121212
Pasacera. CA 91111-2222 L D wantio disputethe debt because| think:
O Tne s nat my dent.
L The amount 15 wrong.
O3 1 aready pasa wis geot Nt or Isetted L
O You ar2 nat ;e rignt pereon B pay.
Ms. Mary Smith O omer or more oxan:
m;u;ﬁ O | wantyouto send methename and

address of the ariginal creditor.

O | enclosed this amount:
MaKe your Chack piyaie 1o NGrih Souh Growp.
InCude e referance numbar 55&-345.

Las Vegas, NV 89109

Figure 45. This heat map is a compilation of all eye fixations from participants tested in Round 3 (n = 8) that
occurred after the moderator asked the question, “Imagine you received this notice, but did not think you owed
the debt. What could you do?” Participants fixated mostly on the “How do you want to dispute the debt?” and
“How do you want to respond to this notice?” sections.
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Round 3 Gaze Plot: “Imagine you
What could you do?”

received this notice, but did not think you owed the debt.

North South Group is a debt collecter.

We will use any information you give us

Reference: 564-345

trring to collect a debt that you owe to ABC Credit.
‘o zollect u.» debt.

Our information shows:
You had a Main Street Store credt caxd from Fiar
123-456-789. ABC Credit nov, owrs thal acccun

As of January 2, 2013, )ouo/

Between January 2, 201333
You were charged this a: ¢ 0

i

-

.

0unt nu 2ber
Credt

W27 +.56

You were charged this amcotin fees:

-

. e -]

You paid this amount toward the debt:

o

Total amount of the debt now:

3

How ean y su dis

Write to us by
send you inform
to you, bu’ we must stop coll =
may write & us without the i¢

¢+ Callustodisputs Bt T
must stop collection on 3ty

51

45w die=="iz sl or part of the de..
how s ) ou owe the Jebt. Ifyou write AFTEF. May 27, we are not required 1o send that information
++ 7 until we conk m thatouriniuimiation is correct. Forease, you may use the form below or you

g;m ur

- w451 stop collection on any amount you dispute until we

inclx e supporting documents.

re nol required to send you information that shows you owe the debt We
til we confirm that our information is correct.

If we do not hear from you, we wili « 5ume ]hat our irormation is correct.

-

Whatelsec 2

© Askusto o " 49z 300 Wddres: cftheprd ha'ctedhr.\'\heb,%.‘,Sa A Bat - op sohasSon vt we
sendyout 5 = uvt bely/ Oryou mayw e 1 i i Jutihe

- ar TN o

ol -

nJ o o

% ‘inincia F

Learnm e o I . g:'
contacty 3.7 Ft

website 3 w W GO0, stene

© Contactu: % 4;1! pa ’.wﬂ.o_ae'?’

zral aw. Forinstance, did you know th
.' = 200 losod Svsmary of Rights 0= go |

A3 3

- 5{ _____________________ - AN AN RS B L e - - - - - - - -
Mal this for: o . - 'esjond to this notice?
AR ..o —
P.O. Box 121212

Pasacena, CA 91111-2222
o my ot
'ﬁrxrm s wrong
b."-n-- pak - o2dt In Rl Or | setted It
O You 2.2 nat 'n2 nignt parson 1 pay.

Ms.auparyssmim O umar or more gatan
2323 Park Street
Apartment 242 O I wantyouto sendmethename and

address of the onginal creditor.

O 1 enclosed this amount:

Maita your chack payadie 10 Nortn Soumn Group.
Inciude e refrence nuUMDEr 554-345.

Las Vegas, NV 83109

Figure 46. This gaze plot shows a participant who fixated mostly on the “How do you want to dispute the debt?”
and “How do you want to respond to this notice?” sections.
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The notice explained what would happen if a consumer wrote or called to dispute the debt
before or after a certain date. If the consumer wrote before a certain date, the debt collector
was required to send the consumer information related to the debt. If the consumer wrote
after the date or called to dispute at any time, the debt collector was required to confirm its
information but was not required to send the consumer this information. To assess
participants’ understanding about the dispute process, the moderator asked a series of
comprehension questions. Initial questions addressed the overall consequences of taking or
not taking action. In Round 1, eight participants made comments that suggested they
understood the consequence of (1) writing before the specified date and (2) writing after or
calling anytime. In Round 2, five participants made comments that suggested they
understood the consequence of writing before the specified date or writing after or calling
anytime. And in Round 3, seven participants made comments that suggested they
understood the same consequence.

Did the participants understand the consequence of
calling/writing before and after the certain date?
(N=29)

% 10 - B Arlington Minneapolis M Las Vegas

©

=2

S 8 -

hud

£ 6 -

S 4

()

o)

g 21

=}

Z 0 - : . e - L

Yes No Unsure Unclear Answer

Figure 47.

As a follow-up question, the moderator asked, “Is there a difference in what happens if you
write or call?” In Round 1, language on the notice emphasized that disputing before or after
April 301 would affect the actions that the debt collector would take. This was done by
separating the sections with the following bolded text: “If you write to us by April 30,

2015 ...” and “If you write to us after April 30, 2015, or if you call us at any time .. .” In
Round 1, participants did not tend to understand the consequence of calling rather than
writing: three said calling was not an option, and five said that there was no difference
between writing and calling. Also, during the debrief questions in Round 1, when the
moderator asked participants about points that were confusing or unclear, the “Actions you
can take” section was often discussed. One participant said, “That | can call anytime . ..

1The dates used on the sample notices were modified in each round to reflect a date approximately 30 days
from the time of testing.
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that’s a little confusing.” Another participant said, “It says ‘if you write to us by April 30 we
will stop collection and will not send info,” but it doesn’t say what they would do to determine
if that was me. And then the section where it says ‘write after April 30,’ it says that they are
not required to send info that | own the debt. They cancel each other out.” Another
participant said, “I'm confused about what the difference would be between writing before
or after April 30. It sounds like they are saying the same thing. | would want to deal with this
right away, but otherwise | think | would just brush it off.”

After Round 1, this section was changed so that the key distinction centered not on the date,
but on the actions the consumer could take: writing or calling. The “Write to us” section
further explained that writing before or after May 15 would result in the debt collector taking
different actions. Following these changes, participants exhibited less confusion. In Round
2, six participants said there was a difference between calling and writing and three said
there was not. In Round 3, six participants said there was a difference and four said that
there was not. (See Figure 48 for the complete distribution of responses.) Participants’
comments suggested it was easier to comprehend this section after the edits. Only two
participants in Round 2 discussed this section as a point of confusion during debriefing.
Some participants did comment that they disliked the fact that debt collectors were not
required to send them additional information if they called or if they wrote after a certain
date.

Overall, participants’ comments suggest that they understood the difference between writing
before the specified date, writing after that date, and calling, even if they were not pleased
that these distinctions existed. For Round 3, the language of “may not be required” to
provide information was changed to “are not required.” Comparatively, in Round 3, only one
person expressed confusion about this section during the debriefing interview. This
participant said, “‘If you write us after May 27, we’re not required to send that information to
you.’ It’s not exactly unclear; it just slightly is.”
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Is there any difference between writing and calling before
the specific dates? (N = 27)

B Arlington Minneapolis M Las Vegas

Yes No

Cannot Call

Number of Participants
OFRr NWPAULION

Figure 48.

7.0 Tear-Off

7.1 Changes to the tear-off

The notice includes a tear-off portion that consumers can use to respond to the notice.
Relatively minor changes to the tear-off were made between rounds, as shown in Figures 49
through 52.

Tear-Off Changes: Arlington (Round 1) to Minneapolis (Round 2)

Round 1: How do you want to respond to this notice?

How de you want te respond to this netice?

Check all that apply:

E|£hink your information is incorrect because:

O This is not my debt.

O The amount is wrong.
O already paid this debt in full or | setiled it.

O | do not think that you are the right person to pay.
O other or mare detail:

Ol want to make a payment. | enclosed this amount:

Flease make your check payable to North South Group
and include the reference number 564-345.

g

Figure 49.
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Round 2: How do you want to respond to this notice?
How do you want to respond to this notice?

Check all that apply:

o |:|| | want to dispute the debt because: |
O This is not my debt.
O The amount is wrong.

(| already paid this debt in full or | settled it.
O | do net think that you are the right person to pay.
O other or more detail-

OJ1 want you to send me the name and
address of the original creditor.

Oj1 enclosed this amount: | | $

Make your check payable to North South Group.
Include the reference number 564-345.

Figure 50.

o Changed language “I think your information is incorrect because:” to “I want to dispute the debt because:”

e Changed “I want the name and address of the original creditor. Send it to me.” to “I want you to send me the name and address
of the original creditor.”

e Changed “l want to make a payment” to “I enclosed this amount:”

Removed “Please” from “Please make your check payable to North South Group and include the reference number .. .”

Tear-Off Changes: Minneapolis (Round 2) to Las Vegas (Round 3)

Round 2: How do you want to respond to this notice?

How do you want to respond to this notice?

Check all that apply:

O | want to dispute the debt because:
O This is not my debt.
O The amount is wrong.
O already paid this debt in full or | settled it.

O i do not think that you are the right person to pay.

O other or more detail:

O I want you to send me the name and
address of the original creditor.

O 1 enclosed this amount: 5

Make your check payahle to North South Group.
Include the reference number 564-345.

Figure 51.
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Round 3: How do you want to respond to this notice?

How do you want to respond to this notice?

Check ail that sppiy-

@ O | want to dispute the debt because|l think:
O This is not my debt.

O The amount is wrong.

O already paidthis debtin full or | settledit.
O vouare nottheright personto pay.

O other or more detail:

O 1 want you to send me the name and
address of the original creditor.

O 1 enclosed this amount: 3

Makeyour check payableto North South Group.
Include the reference number 554-345.

Figure 52.

o Changed “I do not think that you are the right person to pay” to “You are not the right person to pay.”

e Added “I think” after “I want to dispute the debt because ...”

7.2 Comprehension and understanding

To assess the usability of the tear-off, the moderator asked a series of comprehension
questions. First, participants were asked, “Can you use the form to send the payment?”
Twenty-eight participants answered yes and one participant did not directly answer the
question. To further explore participants’ responses, the moderator asked, “How could you
use this form to send a payment?” Twenty-five of the 27 participants who were asked this
question said they would check the box and send the tear-off at the bottom of the sheet.
Most participants simply stated that they could send the check with the tear-off but some
specified that the check would be sent to North South Group. For example, one participant
in Round 1, who specified that the check would be sent to North South Group said, “l could
check the box and write in the amount. Make my check payable to North South Group. Cut
off the bottom coupon and send it with the envelope that would be inside.” A participant in
Round 3 said, “Yes. | could cut or tear off the bottom portion of this form. With the amount
that I'm sending. And check all information that applies to this payment, including the
amount. And all that would be made payable to the North South Group, including the
reference number.” This suggests that consumers generally understood that payment
should be sent to the North South Group and that the form can be used to send the
payment.

The moderator also asked participants, “Could you use this form to write in [to dispute the
debt]?” Twenty-two of the 24 participants who were asked this gquestion responded
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affirmatively. This suggests that participants understood that the form could be used to
satisfy the write-in requirement.

The moderator continued to ask questions to determine if the items in the “How do you want
to respond to this notice” list were usable. Participants were asked, “What if you recognized
the debt as one you owed, but some information about the debt was incorrect? What could
you do?” Of the 28 participants who were asked this question, 23 said they could use the
box on the tear-off to dispute the debt. This suggests that participants understood how to
use the form to dispute the debt.

What would you do if the debt information was incorrect?
(N =28)
B Arlington Minneapolis M Las Vegas
[2]
s 10
[oX
i3]
€ 8 -
©
o
5 6 A
2
£ 4
=}
=z 2 i
o 4 , I Al
Unclear answer  Check the box Call Write
Figure 53.

The moderator also asked participants, “What if you recognized the debt as one you owed,
but thought you should pay it to another collector? What could you do?” Participants’
answers to the question varied. Fourteen mentioned that they could check the box “You are
not the right person to pay.” Other participants gave unclear or ambiguous responses. Still
others suggested that they could contact the original creditor or another party but did not
explicitly mention using the form. This suggests that participants might not have expected to
see the “you are not the right person to pay” option on the tear-off, or to look to the tear-off
to resolve this type of issue. See Figure 54 for the complete distribution of responses to this
question.
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What if you recognized the debt as one you owed, but
thought you should pay it to another collector?
(N=29)

Check "You are not the
7 right person"
B Contact the original
creditor
14 B Write or call

Other

Unclear Answer

Figure 54.

8.0 Learn More Prompt and Cease Communication Example

All notices included language inviting participants to “Learn More” about their rights and
directing them to a “Summary of Rights” document that was not included in this testing. This
language also included an example of an additional right: specifically, that the consumer
could stop or limit contact with the debt collector. To assess the clarity of the language
explaining consumers’ options to stop or limit debt collector contact, the moderator asked
participants, “If you wanted the debt collector to stop or limit contact with you, what could
you do?” Heat maps and gaze plots were generated from participants’ eye movements
during their review of the Basic Notice to determine how attention was allocated after the
moderator asked this question about limiting contact with the debt collector.

In Round 1, the heat map created from participants’ eye movements after the question was
asked shows that participants fixated more on the section that describes the process for
requesting the name and address of the original creditor (see Figure 55). Fewer fixations
occurred on the text about ceasing communication in the “You Have Rights” box. The gaze
plot from Round 1 also demonstrates this visual search behavior (see Figure 56).
Participants from Round 2 fixated more on the “How can you dispute the debt?” and “What
else can you do?” sections when responding to this question. The example gaze plot from
Round 2 shows a participant who visually examined both the “What else can you do?” and
“How do you want to respond to this notice?” sections (see Figure 58). Participants from
Round 3 fixated on the “What else can you do?” section, but fixated more on the “How do
you want to respond to this notice?” section (see Figures 59 and 60).
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Eye-tracking data from the three rounds suggests that it was not more difficult to find the
cease communication language after it was moved from the right-side bar to the body of the
notice after Round 1.
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Round 1 Heat Map: “If you wanted the debt collector to stop or limit contact with you, what
could you do?”

North South Group To: Ms. Mary Soith
P.0.Box 121212 2323 Main Strret
Pasadena, CA 81111-2222 Apartment 342
. Arlington, VA 11222

Questions?
Call (800) 123-4567 from Bam to 8pm. Monday to Saturday Reference: 584.245
or go to waww.nsgrp.com

March 31, 2015

Neorth South Group is a debt collector. We are trying te collect a debt that you owe to ABC Credit.

We will use any information you give us te help collect the debt.

By law, we must send you the following information. You have the right to tell us if you think this information is incomect.
You also have the right to get the name and address of the original creditor.

ovr infermation shows:
You had a Man Street Store credit card from Bank of Rockville
with account number 123-458-780.

As of January 2, 2000, you owed: $ 123458
Since then, you were charged thisamountininterest  + $§  225.00
And you were charged these fees and othercharges: +  § 0.00
And you have paid this amount toward the debt: - 3 50.00
Total amount of the debt now:
ABC Credit has taken over the account, S0 Now you owe § 1.409.56
ABC Credit.
Actions you can take: Yeou Have Rights
Tell us if you think formation is incorrect. You may use the form below to You
T Yo y 2 SUDPOTNG documents. S
if you write to us by April 30, 2015, we must stop collection on any amount E
you Sk s incorrect untl we send you information showing that you owe the DI R e 9o 10
e ViV OnS f nance gov for more

¢ M you write to us afrer April 30, 2015 or if you call us at any time, we

must stop collection on any amount you think is incomect untd we check our
informaton. But we are not required to send you information showing that
o g 7

How de you want to respond to this notice?

;_C.:.E'-: ._—_-.'.,": Chiack alil that apoly:
Pasadena, CA 31111-2222 O 1 think your information is incorrect because:

3 Tnis is not my oebt
O e amount is wrong.
B:mpﬁuummummt.

Ms. Mary Smith ok b
2193 Man & [ 100 net irk Mt you are the right person to pay.
Apartment 342 O otrer e Setit
SRR, vEaazs Olwant t ime and address of the original creditor. Send t 1o me.
l-.!|.|’l.ol|..|l|.ll.l.'-'-'q.l.l.h.ll' n Tant ¢ kel ' am. 3
S R o e o

Figure 55. This heat map is a compilation of all eye fixations from participants tested in Round 1 (n = 10) that
occurred after the moderator asked, “If you wanted the debt collector to stop or limit contact with you, what
could you do?” Participants fixated mostly on the section that describes how the consumer can receive the
name and address of the original creditor, as well as the “You Have Rights” section.

63



Round 1 Gaze Plot: “If you wanted the debt collector to stop or limit contact with you, what
could you do?”

North South Group To: Ms. Mary Smith

P.0. Box 121212 2323 Main Streat

Pasadena, CA 81111-2222 Apartment 342
Adington, VA 2122

Questions?

Call (800) 123-4567 from S8am to 8pm, Monday to Saturday Reference: 564-345

of go to www.nsqrp com
March 31, 2015

North South Group is a debt collector. We are trying to cellect a debt that you owe to ABC Credit.

We will use any infoermation you give us to help collect the debt.

By law, we must send you the following information. You have the right to tell us if you think this irformation is incomect.
You also have the right to get the name and address of the onginal creditor.

our information shows:
You had a Man Street Store credit card from Bank of Rockville
with account number 123-458-780.

As of January 2, 2009, you owed: $ 123458
Since then, you were charged this amount in interest + § 22500
And you were charged these fees andothercharges:  + § 0.00
And you have pad ths amount toward the debt -9 50.00
Total amount of the debt now:
ABC Credit has taken over the account, 5o Now you owe $ 1.409.56
ABC Credit.
Actions you can take:

Tell us if you think our information is incorrect. You may use the form below to
wrie to us. You may also incdude supportng documents.
If you write to us by April 30, 2015, we must stop collection on any amount
you think is incommect until we send you information showing that you owe the

debt.

if you write to us afrer Apri; 30, or fyou call us at iy bgegwe

2y e < ~llection on any ¥ A’;*-&smuﬁ our
-»-...“*w- =T RU" -—'._‘ gy ioMAtor si.0wing that

How & yiml 1) respond to this notice?

L
Check an ™00

mcasnumz O Ithink your information is incorrect because:

O Tnis is not my geot.

O ™e amount 1s wrong.

O 1 aiready paid this gebt In full of | selied .

%g"yl.s‘“si"‘ D0 1 6 ot think that you are the right person 1o pay.
Apartment 342 O other or more cetat:
Adington. VA 22222 O | want the name and address of the original creditor. Senat 1o me.
"IIl'Il'l'"l'lllll"'ll't'l'll'l"lll"l

O Iwant to make a payment. | enciosed this amount i
Questions® Call (800) 1234567 T oSS Pty o o

Figure 56. This gaze plot shows a participant who first fixated on the “You Have Rights” section and then on
the section that describes how the consumer can receive the name and address of the original creditor.
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Round 2 Heat Map: “If you wanted the debt collector to stop or limit contact with you, what
could you do?”

North South Group To:  Ms. Mary Smith

P.O. Box 121212 2323 Park Street
Pasadena, CA 91111-2222 Apartment 342

(800) 1234567 from 8am to 8pm EST, Monday to Saturday Minneapolis. MN 55401
Aprl 15, 2015 Reference: £84-345

North South Group is a debt collector. We are trying te collect a debt that you owe to ABEC Credit.
We will use any infermation you give us to help collect the debt.

Qur information shews:
You had a Main Street Store credit card from Bank of Rockville with account number
123-456-780. ABC Credit has taken over that account, 50 now you owe ABC Credit.

As of January 2, 2009, you owed: $ 1.23456
Between January 2. 2000 and today:
You harged this ini + 3 22500
You were charged this amount in fees: + o.00
You have paid this amount toward the debt: - = 50.00
Total amount of the debt now: $ 1,409.56
Mow san you dispuie the
all ! you writs by that collecton on
3 S YOU OWe the bt Hyou v iate, we must
10 we confitm tha 3H0N 18 correct. oul we may not be 3 aton to you. For
ease, you May use the form below or you may write 1o us without the form. You may aisc = . Tants.
= Call us to dispute. But if you do call, we may not be required 1o sen¢ 1 information that st .y owe the
debt. We must stop collection on any you dispute until we confirm that our information s corest.
i we o not hear from you, we will that our info is comect
Ban you do?
=end you the name and address of the original creditor. Write by May 1© % and we v slop collection untl we
e o it nformation. For ease, you may use the form below or you may write 10 us ' -~ the fiorm
% Learn more about your rights under federal law. For instance. did you know that you .. 1111 1o stop or limit how we
contact you? For more inf jon, see the enclosed S y of Rightz or go to the Consumer = nancial Protection Bureau's
website at www consumerfinance gov.
Call us at (800) 1234567 to talk about your payment options.
Mail this 0 How do nt te d to this i 4
e
North South Group 3z
P.0. Box 121212 |
Pasadena, CA 91111.2222 L Dwant to dispute the debt because:
[ not my debt
O ™= amount is wreng.
O 1 sireacy paid this debt in full or | settled it
3 1160 net 0k thiat yrou are the right person to pay.
Ms. Mary Smith O Other or more detuit:
23239“2:;“ O 1 want you to send me the name and
Apartment address of the original creditor.

Minneapolis, MN 55401
O enclosed this amcunt: I:I
A B RTRU TR MTRLTT B B B TLTAR YA )

Make your check payable to North South Group.
Include the reference number 564-345

Figure 57. This heat map is a compilation of all eye fixations from participants tested in Round 2 (n = 7) that
occurred after the moderator asked the question, “If you wanted the debt collector to stop or limit contact with
you, what could you do?” Participants fixated mostly on a combination of the “How else can you dispute the
debt?” and “What else can you do?” sections.
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Round 2 Gaze Plot: “If you wanted the debt collector to stop or limit contact with you, what
could you do?”

North South Group To:  Ms. Mary Smith

P.0. Box 121212 2323 Park Street
Pasadena, CA91111-2222 Apartment 342

(800) 12345687 from 8am to 8pm EST, Monday to Saturday Minneapolis, MN 55401
WWW.Nsgrp com

April 15, 2015 Reference: 564-345

MNorth South Group is a debt collector. We are trying to collect a debt that you owe to ABC Credit.
We will use any information you give us te help collect the debt.

Our information shows:

Yeou had a Main Street Store credit card from Bank of Rockville with numb
123-458-780. ABC Credit has taken over that account, so now you owe ABC Credit.
As of January 2, 2000, you owed: $ 123458
Between January 2, 2000 and today:
You were charged this amount in interest + § 22500
You were charged this amount in fees: + S 0.00
‘You have paid this amount toward the debt: - S 50.00
Total amount of the debt now: $ 1,409.56
Hew <3n you the debt?
n : +us by May 15, 2015 to dispute all or part of the debt. If you write to us by that date, we must stop collection on

unt you gdispute until we send you information that shows you owe the debt. If you write AFTER that date, we must
rollection until we confirm that our information is comect, but we may not be required to send that information to you. For
-7 ‘vou may use the form below or you may write 1o us without the form. You may also include supporting documents.

'_"l'zststo_f,_aah_hmanmy t you dispute until we confirm that our inf jon is

ur il we
“ve .t .l how we

Consumer ™ n.2~aial 5. otection Bureau's

dispute. But if you do call, we may not be required to send you information that shows you owe the

%l 3 sume that our information is comect

North South Group
P.0. Box 121212
Pasadena, CA 91111-2222

Ms. Mary Smith
2323 Park Street
Apartment 342

Minneapolis, MN 55401

Rk B LTRU TR MTR R B B B (LS (TR ]

Ol enclosed thi: smount:
mwxﬁt @ole to North South Group.

Inciude te ‘mumber 564-345.

Figure 58. This gaze plot shows a participant who first fixated primarily on the “What else can you do?” and
“How do you want to respond to this notice?” sections.
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Round 3 Heat Map: “If you wanted the debt collector to stop or limit contact with you, what
could you do?”

to Satyurds
day to Saturday

Reference: 544-245

[Modlns.nth Group is a debt collector. We are trying to collect a debt that you owe to ABG Credit.
We willuse any information you give us to help collect the debt.

Our information shows:

You had a Main Street Store credi caxd from Bank of Rockville with acoount number
123-456-789. ABC Credit now owns tha account. so now youowe ABC Credt

As of January 2, 2013, youowed: $ 1.234.56
Between January 2, 2013 and today:
‘You were charged this amount in interest: + @ 2.0
You were charged this amountin fees: + =00
You paid this amount toward the debt: -9 50.00
Total amount of the debt now: § 1,284.56

How can you dispute the debt?
» Write to us by May 7, 2015 to dispute all or part of the debt. We muststop coliection on any amount you dispute until we
send you information that shows you owe the debt. Ifyou write AFTER May 27, we ate not required to send that information
10 you, but we must stop collection until we confirm that our information is correct. Forease, you may use the form below or you
may write 1o us without the fom. You may alsoinclide suppoting documents,

Call us to dispute. Butif you do call, we are not required to sendyou information mﬂshmyou owe the debt \We
must stop coliection on any amount you dispute until we confirm that our inf is

If we do not hear from you we will assume that our informaton is carect

What else can you do?

u

Ask us to send you the name and address of the original creditor. Wrie by May 27, 2015 and we will stop coliecton unti we
U that informaon. For ease, you may use the fom bebw oryou may write 1o us without the fom.

mare about your rights under federal law. For instance, did you know that you have the nght to sbpor imit how we
you? For mose information, see the enclosed Summary of Rights orgototheC
Webs te at www consumerfinance gov.

* Contactus about your payment options.

sEnd
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Make your chack payatie 10 North South Group.
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Las Vegas, NV 83109

Figure 59. This heat map is a compilation of all eye fixations from participants tested in Round 3 (n = 8) that
occurred after the moderator asked, “If you wanted the debt collector to stop or limit contact with you, what
could you do?” Participants fixated on the “How else can you dispute the debt?”, “What else can you do?”, and
“How do you want to respond to this notice?” sections.
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Round 3 Gaze Plot: “If you wanted the debt collector to stop or limit contact with you, what
could you do?”

ol 35 Reference: 564-245

[Nerth South & is a debt collector. We are trying to collect a debt that youowe to ABC Credit.
We willuse any i iion you give us to help collect the debt.

Our information shows:
You had a Main Street Store credi casd from Bank of Rockville with acoount number
123-456-789. ABC Credit now owns tha acoount, so now youowe ABC Credit

As of January 2, 2013, youowed: $ 123456
E-ltw_ee_n'JanuaryZ,Zm?.andtm:
You were charged this amountin Nterest. T 5 B0
‘Yqugmere charged thes amount in fees: + ° 9.0
\*Hﬂ:mmmzmwum: - 3 50.00
Totai 2z untof the debt now: $ 128456

Mgi-,\n you dispute the debt?

2 1'% 10 us by May 27, 2015 to dispute all or part of the debt. We must stop coliection on any amount you dispute until we
yau information that shows you owe the debt. If you write AFTER May 27, we are not required to send that information
24y <, but we must stop coliection until we confirm that our information is correct. Forease, you may use the form below or you
w13y write 1 us without the fom. You may alsoinclide suppotting documents,

sto dis.pl ie. But1i vou do call, we are not required to send you information that shows you owe the debt \We
MUST SIOF Zommet ‘mour:tyoudisme until we confirm that our information is correct.

wl assume that our information is correct.
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" Contactus aboutyour payment options.
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Figure 60. This gaze plot shows a participant who fixated primarily on the “What else can you do?” and “How
do you want to respond to this notice?” sections.

68



The notices tested in Round 1 contained a “You Have Rights” box on the right side of the
page, which explained two ways that consumers could find additional information. In

Round 1, after participants had reviewed the Basic Notice, they were shown a second notice
with the Alternative Cease Communication language, which consisted of additional
information in the “You Have Rights” box on the right side of the form see Figures 61 and
62).

Round 1: “You Have Rights” Section from Basic and Alternative Cease Communication Language Form

Round 1: Alternative Cease Communication

‘Tou Have Rights ‘

You have the right to stop us from
contacting you or to limit our contact. You

Round 1: Basic Form can tell us to not contac{you at 3
particular time or place. JFor example, you |
You Have Rights |may tell us to not call you at work. If you

write to tell us to stop contacting you, we

must stop. But you will still owe the debt.

In certain circumstances, we may follow
° up| For more information about your]
rights} see the enclosed Summary of
Rights or go to www.consumerfinance.gov
for more information.

You have rights under federal law! For

e example, you can stop or limit how we
contact you., See the enclosed Summary
of Rights or go to
www_consumerfinance.gov for more
information.

Figure 61. Figure 62.

o Removed “You have rights under federal law.”

o Changed “For example, you can stop or limit how we contact you.” to “You have the right to stop us from contacting you or to
limit our contact. You can tell us not to contact you at a particular time or place.”

e Added an additional cease communication example: “For example, you may tell us to not call you at work.”

Added an additional right: “If you write to tell us to stop contacting you, we must stop. But you will still owe the debt. In certain
circumstances, we may follow up.”

e Added “For more information about your rights,”

The moderator then asked the participants questions to evaluate whether the new language
accomplished the same goal as the cease communication language in the Basic Notice, and
whether the additional language was likely to influence participant behavior. The moderator
asked, “If you wanted the debt collector to stop or limit contact with you, what could you
do?” Participants gave similar responses when reviewing each of the notices, suggesting
that both versions of the cease communication language clearly conveyed that the
consumer has the right to stop or limit contact.
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See Figure 63 for the complete distribution of responses to this question.

If you wanted the debt collector to stop or limit contact
with you, what could you do? (n = 10)
M Basic Form Alternative Form
[2]
s 10 -
=3
Q 8 -
©
g 6 -
S 4 -
3 2
E 4. . e |
= Write/Call/ Contact Visit Other
Collector consumerfinance.gov
Round 1: Arlington
Figure 63.

Participants’ preferences were mixed for the Cease Communication language. Some
participants commented that they preferred the longer Alternative Cease Communication
language. For example, one participant said, “The more information, the better. It gives you
examples, it's more detailed.” Another participant said, “The second [Alternative Cease
Communication notice] has more detail. | prefer the second one. You have rights and should
get more information and more detail.” However, other participants didn’t comment about
their preference or preferred the shorter Cease Communication language. Because the
Alternative Cease Communication language seemed to provide little additional benefit above
the standard Cease Communication language, the standard language was used in Rounds 2
and 3. Further, because Round 1 participants’ comments suggested that they did not read
the information in the “You Have Rights” box during their first read-through of the form, this
language was moved to the more action-oriented “What else can you do?” section for
Rounds 2 and 3.

9.0 Alternative Dispute Language

In Rounds 2 and 3, after participants had reviewed the Basic Notice, they were shown a
second notice with the Alternative Dispute language (see Figure 64). This alternative
language consisted of a simplified “How can you dispute the debt?” section that did not
distinguish between written and oral disputes or by disputes received by a certain date. The
moderator pointed participants to the difference in the language between the two notices.
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How can you dispute the debt?

Write or call us to dispute all or part of the debt. We must stop collection on any amount you dispute until we send you
information that shows you owe the debt. For ease, you may use the form below or you may write to us without the form. You may
also include supporting documents. If we do not hear from you, we will assume that our information is comect.

Figure 64. Rounds 2 and 3: Alternative Dispute Language

After reviewing the Alternative Dispute language, participants were asked if they could
dispute the debt. All participants in Rounds 2 and 3 were able to identify that they could
dispute the debt. The moderator also asked participants what would happen if they disputed
the debt. All participants said the collector would stop collection until they had provided
information about the debt:

e “They would have to stop collections on any amount that you dispute until they send
the information that shows that you owe the debt.”

e “What would happen if | disputed the debt? Well, they would stop collection until they
sent me information that shows | owe or how much | owe.”

e “|t's very clear that | could write or call. They’re going to stop the collection on any
amount that | would dispute.”

Some participants also expressed a preference for the simplified Alternative Dispute
language:

e “This is much better for me. It doesn’t tell me about how to do it by a certain day or
after a certain date. And it tells me that the collection’s going to stop if | write to you,
if | dispute anything of it. | like how they bring—the sentence says, ‘For ease you may
use the form below.’” So it’s going to be the choice, | can do a handwritten letter or
just use the form.”

e “Yes. And | could dispute it and | don’t feel like there’s a deadline that | have to
dispute it by a certain date to just even get any proof that it’s real. You know, it's
fairly clear cut.”

10.0 Debt Identification Activity

In each round of testing, participants were asked to complete a “Debt Identification Activity”
in which they were given a short scenario describing a hypothetical consumer and her debt.
Participants were then asked whether the debt on the notices they had been shown could
be the debt described in the scenario. In Rounds 1 and 2, the scenario was constructed
such that the debt described likely was the debt shown on the sample notices:
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Imagine that Mary Smith opened up a credit card at Main Street Store in
February of 2005. She used this card and made payments regularly for years,
but in 2008 Mary lost her job and stopped making payments. The last bill that
Mary received was on December 1, 2008, and it said that she owed
$1200.56 on account number 123-456-789.

In Round 3, the name of the store involved, the dates, and the amounts owed in the
scenario were altered such that the debt described likely was not the debt shown on the
sample notices:

Imagine that Mary Smith opened up a credit card at Happy's Department
Store in February of 2005. She used this card and made payments regularly
for years, but in 2012 Mary lost her job and stopped making payments. The
last bill that Mary received was on December 1, 2012, and it said that she
owed $975.00 on account number 123-456-789.

Across all rounds of testing, most participants interpreted the notice and the scenario as
intended; participants in the first two rounds were more likely to conclude that the debt in
the sample notices could be Mary’s, while participants in Round 3 were more likely to say it
was not, or to be unclear about whether the debt could be Mary’s.

Table 1. Could this notice refer to the debt that we just read about Mary having?

Rounds 1 and 2 Round 3
Yes 15 3
No 2 4
Maybe 1 1
Unclear answer 1 3

Participants were also asked which specific elements on the notice made them think that
the debt might or might not be Mary’s. In Rounds 1 and 2, participants who said that the
debt was Mary’s cited elements including:

e Matching account numbers.

e Main Street Store was the original creditor in both cases.

e Similar amounts owed.

e Atimeframe in the scenario that matched the dates on the notice.

In Round 3, participants who said that the debt might not be Mary’s cited elements
including:

e The original store mentioned in the scenario was not on the notice.
e The amounts owed were not similar.
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e The timeframe for receiving the notice and for the amounts owed indicated on the
notice did not appear to match.

This indicates that participants looked at certain key elements—including creditors, debt
amounts, and debt timeframes—to determine whether a debt could belong to a specific
consumer.

11.0 Time-Barred Debt

The Basic Notices shown to participants at the start of each session did not include any
reference to time-barred (i.e., debts for which the applicable statute of limitations has run)
or obsolete (i.e., debts that are generally too old to appear on a consumer report) debt.
Rather, at the end of each session, participants were shown two additional notices that
included variants on time-barred and obsolete debt language. Participants were shown one
version of the notice with time-barred debt information and the moderator asked them
questions about it. After responding to those questions, participants were shown a second
version of the notice with alternative time-barred debt information. The moderator then
proceeded to ask the same questions as before about this notice with alternative language.
Because participants saw one version of the notice, answered questions, and then saw an
alternative version of the notice, it should be noted that participants’ experience with the
first version might have biased their opinions on the second.

Round 1

In Round 1, this information appeared on the right side of the form, under a heading reading
“You Should Know.” One version tested (Version 1) indicated that the debt was time-barred
but not obsolete, and that participants could not be sued on the debt. Another version
(Version 2) similarly indicated that the debt was time-barred but not obsolete; however,
unlike the first version, it also referenced the possibility that the debt could be revived (i.e.,
the possibility that the statute of limitations could restart if the consumer makes a payment
or acknowledges the debt). See Figure 65.
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Yow Shovuld Knew

Because of the age of this debt, we
You Should Knew ge '
_ cannot sue you for it unless you make a
Because of the HQE. of this debt, we payment or acknowledge it in writing. But
cannot sue you for it. But we can report we can report the debt to credit reporting
the debt to credit reporting agencies. agencies.

Figure 65. Round 1: Two versions of the “You Should Know” section. Version 1 (left) of the “You Should Know”
states that consumers could not be sued while Version 2 (right) states that consumers could be sued if a
payment is made or the debt is acknowledged in writing.

For each version, respondents were asked questions to test the clarity of the information.
The moderator first asked participants, “Based on the information in this notice, can you be
sued on this debt?” When presented with the validation notice with Version 1 of the “You
Should Know” section, all participants in Round 1 said that they could not be sued.
Participants made comments that suggested they overwhelmingly understood that they
could not be sued and seemed very certain in their answer. For example, one participant
said, “Because it’s too old maybe they cannot sue you, maybe you don’t have to pay it.”
Similarly another participant said, “Nope, you can’t be sued because it's too old.” After being
presented with the validation notice with Version 2 of the “You Should Know” section, nine
of the 10 participants said that they could be sued. Some participants qualified this and
explained that they could be sued only if they made a payment or acknowledged the debt in
writing. For example, one participant said, “l can be sued if | make a payment or
acknowledge the debt in writing.” Other participants simply responded that they could be
sued and did not clarify their response about whether that was dependent on making a
payment or acknowledging it in writing.

For each version, the moderator next asked, “If you made a partial payment on the debt,
what could happen? Could the collector sue you?” When reviewing Version 1, nine of the 10
participants said that they could not be sued. The remaining participant said that she was
not sure. When reviewing Version 2, all participants responded that they could be sued on
the debt if a partial payment is made. One participant said, “Yes, | could be sued. | would
think that the payment | would make would signal that I'm attempting to pay it off and
working with the collection agency.” Despite responding that the information in this section
explained that they could be sued if a partial payment was made, some participants were
confused as to why the debt would be revived. Participants often hesitated or seemed
uncertain when providing this answer, which might have been due to their disbelief that
making a payment could open them to being sued.

For each version, the moderator next asked participants, “If you wrote the collector and said
you owed the debt, what could happen? Could the collector sue you?” When reviewing
Version 1, nearly all participants said that they could not be sued. When reviewing Version 2,
all participants responded that they could be sued on the debt if they acknowledged in
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writing that they owed the debt. One participant said, “Writing would open me up to legal
action, but not doing anything would be better. If you pay a little or acknowledge it, you will
get sued.” When reviewing Version 2, some participants also made comments that
suggested they understood the explanation that they could be sued if they acknowledged
the debt in writing, but were confused as to why the debt would be revived and whether this
information was accurate. Participants often hesitated or seemed uncertain when providing
this answer, which might have been due to their disbelief that acknowledging in writing
could open them to being sued. One participant said, “‘Acknowledge’ means admitting | owe
the debt, that’s confusing. I'm not sure whether | should pay the full amount or partial
amount.” Similarly, another participant said, “l won’t pay it or acknowledge it. Then they
won’t sue me. I'd be less likely to pay them or contact them.” At least one participant was
uncertain whether disputing the debt would qualify as acknowledging the debt in writing.

For each version, the moderator next asked participants, “Can the debt appear on your
credit report?” Regardless of which notice was reviewed, all participants said that the debt
could appear on their credit report. For example, one participant said, “At this point | can’t
stop them from reporting the credit to a bureau, so what else can you do?”

The moderator concluded this line of questioning by asking, “Does knowing this additional
information change how you might respond to the notice?” When reviewing Version 1, four
participants out of 10 said that it would change how they might respond to the notice. One
of these participants said, “Yes, | guess it would be a more urgent matter to me knowing that
even if they can’t sue, | wouldn’t want it to affect my credit score. | don’t want it to affect
getting a house, loan, etc.” Four participants said that knowing this additional information
would not change how they would respond to the notice. One participant was unsure
whether this additional information would change how they might respond, and another
participant was not asked. When reviewing Version 2, five participants out of 10 said that
the additional information would change how they might respond to the notice. One of these
participants said, “If you were unsure of how to respond, it would change because if you
make a payment or acknowledge the debt you'll be sued.” Similarly, another participant
said, “l won't pay it or acknowledge it. Then they won't sue me. I'd be less likely to pay them
or contact them.” Four participants said that it would not change how they might respond to
the notice, and one participant was unsure (see Figures 66 and 67).
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"Does knowing this additional "Does knowing this additional
information change how you information change how you
might respond to the notice?" might respond to the notice?"
(n=10) (n=10)
Version 1 Version 2
Yes Yes
m No
5 mNo
® Maybe
N/A m Maybe
Figure 66. Figure 67.

Round 2

In Round 2, statements about time-barred debt were moved next to the amount due and the
language was modified slightly. In this round, all debts were considered obsolete; one
version of the language included revival information and one did not. As with Round 1,
participants were shown one version of the notice with time-barred debt information and the
moderator asked questions about it. After responding to those questions, participants were
shown a second version of the notice with alternative time-barred debt information. The
moderator then proceeded to ask the same questions as before about this notice with
alternative language. Because participants saw one version of the notice, answered
questions, and then saw an alternative version of the notice, their experience with the first
version might have biased their opinions of the second. This potential bias should be taken
into account when interpreting the results (see Figure 68).

Because of the age of this debt, we cannot
sue you for it and the debt cannot appear on
your credit report.

Because of the age of this debt, we can sue
you for it only if you make a payment or
acknowledge it in writing. And the debt

cannot appear on your credit report.

Figure 68. Round 2: Two versions of “time-barred” language tested. Version 1 (left) of the “You Should Know”
box states that consumers could not be sued while Version 2 (right) states that consumers could be sued if a
payment is made or the debt is acknowledged in writing.

For each version of the notice, respondents were asked questions to test the clarity of the
information. The moderator first asked participants, “Based on the information in this notice,
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can you be sued on this debt?” After reviewing Version 1, all nine participants in Round 2
said that they could not be sued. One participant said, “Well, because this, the letter, is
dated 2015 and this debt is from 2009, January 2, 2009, so because of the age of this
debt, we cannot sue you for it.” Similarly, another participant said, “According to this, no.
There [are] no circumstances that they can sue you. In fact, honestly, this statement alone,
you know if basically | could, that one sentence gives me carte blanche to ignore this
completely.” After reviewing Version 2, all nine participants said that they could be sued.
Some participants qualified this statement and explained that they could only be sued if
they made a payment or acknowledged it in writing. For example, one participant said, “Yes.
If | acknowledge in writing that it’s mine. One of the ways | could acknowledge in writing that
it's mine is by making a payment towards it.” Other participants simply responded that they
could be sued and did not clarify their response about whether that was dependent on
making a payment or acknowledging it in writing.

For each version of the notice, the moderator next asked, “If you made a partial payment on
the debt, what could happen? Could the collector sue you?” While reviewing Version 1, three
of the seven participants who were asked this question said that they could not be sued.
The other four participants made comments that suggested that they were uncertain if they
could be sued if they made a partial payment. One of these participants who was uncertain
said, “You know what, | honestly have no idea, | see both sides there because if you're
paying them for debt that they purchased off a third party, an old debt pile sitting out there,
you made a payment to them | don’t know that that would activate it.” When reviewing
Version 2, all participants responded that they could be sued on the debt if a partial
payment is made.

For each version of the notice, the moderator next asked, “If you wrote the collector and said
you owed the debt, what could happen? Could the collector sue you?” When reviewing
Version 1, seven of the nine participants said that they could not be sued and two
participants were unsure. When reviewing Version 2, all participants responded that they
could be sued on the debt if they acknowledged the debt in writing. One participant said,
“They could sue me by acknowledging that | owed the debt.”

For each version of the notice, the moderator next asked, “Can the debt appear on your
credit report?” When reviewing Version 1, eight of the nine participants said that the debt
could not appear on their credit report. The other participant was unsure, and seemed to
doubt the credibility of the information by saying, “It says it can’t but | don’t find that to be
realistic. Just due to my knowledge of credit reports and my work.” When reviewing
Version 2, eight of the nine participants responded that the debt could not appear on their
credit report. The other participant was unsure and said, “It can but | guess I'm a little
unclear if | write or acknowledge it, then can it appear on my credit report?”
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For each version of the notice, the moderator concluded this line of questioning by asking,
“Does knowing this additional information change how you might respond to the notice?”
When reviewing Version 1, six participants said that it would change how they might respond
to the notice and that they would be less likely to make payments. One of these participants
said, “Yeah. | would, honestly, | would probably just ignore it. Because according to this they
cannot do anything on my credit report and they cannot sue me. So what else are they going
to do?” Three participants explained that knowing this additional information would not
change how they would respond to the notice but that they thought it would change how
other people would respond. When reviewing Version 2, six participants out of nine said that
the additional information would change how they might respond to the notice and they
would be less likely to make payments. One of the six participants said, “Yes, if | understand
that sentence correctly, | don’t want to do anything where they could end up suing me.” The
other three participants said that the information would not change how they would respond
to the notice and that they would still make payments on the debt (see Figures 69 and 70).

"Does knowing this additional "Does knowing this additional
information change how you information change how you
might respond to the notice?" might respond to the notice?"
(n=9) (n=9)

Version 1 Version 2

Yes ENo Yes ENo

Figure 69. Figure 70.

Participants also expressed doubt as to how the revival language could be accurate and
discussed how it caused confusion. For example, one participant said, “Why would you sue
me if | was making my payments and acknowledging my debt? | think, to me in my mind, it
would be the other way around. If you're not acknowledging your debt, you're not making
payments, we’re going to take the legal course of action to secure our money. But if you're
going to sue me for making my payments, no. That’s going to make me very, very, very
nervous before | make a payment.” Another participant said, “The more | read it, it just
sounds more confusing to me. The last notice that | read it sounded more direct. That first
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sentence, ‘unless you make a payment or acknowledge,’ just makes me wonder at what
point they would or wouldn’t sue me. | think it's good that it notes they can report it to credit
agencies, that’s good to know. But if | wanted more explanation, | would want them to say
specifically what would happen if | make a payment or acknowledge it in writing. I'm sure
those consequences are different for both those cases.”

Participants’ comments in this round also suggested that it was unclear what constituted
acknowledging in writing. For example, one participant was unsure if speaking to the debt
collector constituted acknowledgement, saying, “If | did want to actually contact them and
talk to them about it, | would assume by this right here that they couldn’t pursue it any
further than just the conversation | had with them. Although | really wouldn’t know that for
sure, so | may not even pursue a call, having read this.” The uncertainty about the revival
language prompted one participant to discuss his desire to visit consumerfinance.gov. This
participant said, “What | would probably do is would go to that consumerfinance.gov and
reread and see what the statutes are on that.”

Round 3

In Round 3, statements about time-barred debt remained immediately next to the amount
due. In this round, all debts featured the possibility of revival; one version of the language
indicated that the debt was obsolete and one did not (see Figure 71).

Because of the age ofthis debt, we can sue Because of the age of this debt, we can sue
you forit only if you make a paymentor you forit only if you make a pavmentor
acknowledgeitinwriting. In most cases, the acknowledge itin writing. We can report the
debt cannot appear on vour credit report. debt to credit reporting agencies.

Figure 71. Round 3: Two versions of “time-barred” language tested. Version 1 (left) of the “You Should Know”
box states that the debt could appear on the consumer’s credit report (obsolete) while Version 2 (right) states
that the debt could be reported to the credit reporting agencies (not obsolete).

As in previous rounds, for each version, participants were asked, “Based on the information
in this notice, can you be sued on this debt?” For both forms, all participants said that they
could be sued. The moderator asked the follow-up question, “Under what circumstances can
you be sued?” All participants commented that they could be sued if they made a partial
payment or acknowledged the debt in writing. One participant expressed confusion about
the possibility of being sued if a payment was made or the debt was acknowledged in
writing. This participant said, “I'm a little confused of what they’re saying. ‘Cause it's almost
saying that if you don’t make a payment towards it or acknowledge that it's yours in writing,
that they can’t sue you? That's the first time where | think | had seen that.” Another
participant explained that you could be penalized regardless of whether you made a
payment or acknowledged in writing. This participant said, “But if you don’t contact them,
they’re going to assume that your information is correct anyway, which you not responding
gives them agreement that the account is yours. And if you contact them, you give them

79


https://consumerfinance.gov
https://consumerfinance.gov

agreement that the account is yours.” Yet another participant seemed convinced the word
“can” actually meant “will”.

Two participants interpreted the revival language as threatening. One participant said, “I
mean, when people are pretty much threatening you, you know, you're trying to be good, you
make any kind of payment you can and they’re all threatening to sue you. So why do you
want to give them anything?” The other participant said, “It's a threat that’s being made
because the original date, | guess, of delinquency.”

The moderator also asked about what constituted “acknowledge in writing.” Participants
gave varying responses. Seven participants discussed whether using the tear-off portion of
the form would constitute acknowledging the debt in writing, saying:

e “If you cut off the bottom and sent it? Yeah, that would be acknowledging it.”

o “Wow, that’'s a good question, because that could be a trick thing. Well, | guess if you
write in more detail [on the tear-off], | guess you’re writing to them. | don’t know if
checking a box is the same thing.”

e “Well it all depends. That’s something you might have to inquire to Consumer
Finance. That would probably be my next step. If checking a box is considered writing.
To me it’s not, but you never know. That’'s why I'd have to inquire with Consumer
Finance.”

e “So if | checked off the amount, ‘this is not my debt,” I'm still acknowledging this
paper, | guess. It's a little confusing.”

e “That’s like a trick question. Cause you’re acknowledging that they’re saying you have
a debt, but you're not acknowledging it as your own debt.”

o “If | were to check the box that said, ‘This is not my debt’ and submitted it in from the
bottom half of the form, | would automatically assume that because they aided the
debt that they would still be able to sue me because | acknowledged it in writing.”

e “I’'m not sure about the—if you ask them to send you information about the original
creditor. That one’s unclear.”

When asked the question, “Does knowing this additional information change how you might
respond to the notice?”, one participant explained, “Well, the first, maybe the first thing |
would probably do is go to the website, consumerfinance.gov, and look at all the rights and
learn more about it.” Another participant responding to this same question said,
“Consumerfinance.gov, probably so much information there. Just thinking about how much
information people ignore on the letters like this. It's always there. Most of the time it's in
the back of the page or there’s several pages, in the tiny writing cause they know that you
ignore it. But it’s probably the law that they have to put it on there. The most important
thing—a lot of things—that’s in tiny writing or spoken so fast at the end of a commercial.
That’s the important stuff.”
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The moderator next asked, “Can the debt appear on your credit report?” When reviewing
Version 1, participants explained that their debt could not appear on a credit report in most
cases. But different participants interpreted the phrase “most cases” differently and some
expressed confusion about what the phrase meant in this situation. Some participants
explained that they would probably be the case where the debt would be reported to a credit
bureau. These comments include:

e “Most cases, most, most. Most is more than not.”

e “In most cases, but who knows if this is most cases.”

o “l will probably be in that few cases that it does appear on my credit report. ‘Cause
they probably just throw in ‘in most cases,’ | don’t know, just to throw you off or make
you think that it’'s not gonna appear on your credit report, so you have no worries. But
like | said, I'd probably be in that few that it does appear on the credit report, if in fact
it is true that in most cases it doesn’t appear on the credit report.”

When reviewing Version 2, 10 of the 11 participants said that the debt could appear on their
credit report. One participant’'s comments suggested that she thought the possibility of
credit reporting was tied to whether she made a payment or acknowledged the debt in
writing. This participant said, “If you make a payment. That’s really bad. Pretty much if you
make a payment you're guilty and you're saying you owe the debt. And then they can report
it to the credit agencies. That'’s like I've always heard if you don’'t make a payment for seven
whole years, not one payment on anything, legally you don’t owe that debt at all.”

The moderator next asked participants, “Does knowing this additional information change
how you might respond to this notice?” When viewing Version 1, 10 of the 11 participants
explained that it would change how they might respond to the notice, typically focusing on
the revival language when responding to the question. Nine of these 10 participants
explained that they would be less likely to make a payment. Examples of these participants’
statements include:

e “Yes, because they’re talking about you can sue if you're acknowledging it or making
payments. And | feel like if I'm acknowledging it, I'm calling you to try and work
something out, that that’s kind of intimidating and it makes you not want to contact
them at all.”

o “Less [likely to make a payment] if | didn’t have the money. Most people that have
these just don’t have the money and are in a bad situation.”

e “Because of the age of the debt, | open the door for them to sue me if | make a
payment.”

When participants reviewed Version 2, nine of the 10 participants who were asked this
guestion said that, as with Version 1, knowing this information would change how they might
respond to the notice. One participant indicated that he/she would be less likely to make a
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payment: “With this [version], | would completely, you know, 100% ignore it, and never do
anything with it.” However, another said the disclosure would make him more likely to make
a payment: “l would just get on it quicker, you know, try and work it out, try to find a way, and
then probably ask them, you know, what the process is of suing, what that meant.”

12.0 Additional Information

The sample validation notices list two resources for additional information about consumer
rights: consumerfinance.gov and a separate Summary of Rights that might be included with
validation notices when they are sent to consumers in the future, but which was not
included in this testing.

During Rounds 1 and 2, the moderator asked questions to assess whether participants
would be able to use these elements of the form to locate additional information.
Participants were asked, “What if you wanted more information about debt collection in
general?” Eighteen of the 19 participants in Rounds 1 and 2 responded that they could visit
consumerfinance.gov for more information. A few participants also mentioned that they
could get additional information from the Summary of Rights. For example, one participant
said, “The North South group would be providing that Summary of Rights. The rights would
stay with you with any creditor.” The Summary of Rights had not yet been created and was
not included in the envelope in the scenario; this may have influenced participants’
likelihood of saying they would look to this document for more information. This question
was deprioritized in Round 3 to allow for time on other questions. As a follow-up question,
the moderator asked some participants, “What would you expect to find at
consumerfinance.gov?” Participants generally understood that they would find information
that would help to protect them as consumers. For example, participants made the following
comments:

e “For consumers that are not sure about their rights concerning collections. It will give
them that information and also enhance their knowledge as to what they can do and
what they can’t do in regards to that particular collector.”

e “I'm going to guess information to help out consumers.”

e “Your rights of what they can and cannot do, the debt collectors. And what you can do
to repair, where they might give you suggestions probably of doing some kind of
negotiation or talking—working something out with whoever the debt collector is. They
probably give you ways of what to do and what not to do. They probably also tell you
why it's so important to probably pay off your debt for credit score purposes.”

82


https://consumerfinance.gov
https://consumerfinance.gov
https://consumerfinance.gov

The moderator also asked some participants, “Who do you think runs the site?” All
participants who were asked noted the .gov extension and explained that the government
runs the site.

Because the Summary of Rights was not included in the envelope for these interviews, some
participants were also asked what they would expect to find on the Summary of Rights.
Participants generally explained that they would find additional information about their
rights as a consumer. For example, participants made the following comments:

e “Probably a little bit more about how they can contact you and what you can do to
maybe stop that. You have the right to know all of that original debt maybe
information.”

e ‘|l think it gives another way of stopping them from contacting me. It tells me the
rights | have as a consumer.”

e “Probably spell out what sort of realistic timeframe | would have to pay down the debt
and if I'd be entitled to some sort of payment plan or something.”

e “| would expect to see some of the same things that I'd find at the Consumer
Financial Protection Bureau’s website. That I’d have the right to stop this, dispute it,
limit the contact with the debt collector.”

During debriefing, the moderator also asked participants, “What questions do you have after
reading this [notice]?” A few participants discussed the lack of an accompanying Summary
of Rights as a source of potential questions. For example, one participant from Round 1
said, “I'd expect something on the back explaining more about the debt collection process
and my rights. More information should come with this notice.” Similarly, another participant
said, “l would want to see the Summary of Rights.”

13.0 Consequences for Not Responding

To gain a better understanding of consumer perceptions of the consequences of not
responding to the notice, the moderator asked participants, “What do you think will happen
if you ignore this notice and don’t do anything?” Only two participants made comments that
suggested that they were completely uncertain. The other participants made comments that
focused on their understanding of their negative consequences of not responding.
Participants typically focused on the possibility of having the debt reported to a credit
bureau and/or the accrual of interest and fees, and some mentioned the possibility of being
sued. Some participants gave very detailed responses and cited the information on the
notice about how the collector would then assume that the information was correct if they
did not respond. For example, participants said:
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“They would continue to put interest on it and the collections would continue
because it says, ‘If we do not hear from you, we will assume that our information is
correct.””

“The longer you go without paying, the more interest that's accumulating.”

“All types of things can happen. It's a possibility you can get sued. Start taking
collections from your paycheck, bank account. And just a lower and lower credit
score.”

“‘If we do not hear from you, we will assume that our information is correct.” And they
would probably continue to keep adding interest, fees, and whatever else they wanna
add.”

“It would affect my credit report and stay on my file. And destroy everything. It will
lower my credit score.”

Participants also discussed how they would continue to receive notices and calls from the
collector if they were nonresponsive. For example, participants said:

“They would just keep sending letters. And then eventually they tell you it’s gonna be
a charge-off.”

“They’d continue to send notices.”

“They’d send more notices, they’d call more often.”

“l bet you'd get another notice with more interest added and, if they had further
contact information on me, probably could receive calls.”

The remaining sections of this report provide more detailed information on participant
demographics, the forms tested in each round, and the moderator’s guide used in the data
collection.
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14.0 Participant Demographics

~ ™

Arlington Interviews
Currently Have Debt Debt Collection Race'a‘nd
Experience Meanfga Ethnicity
o 38.9
Yes Yes I H White
No H No IH M Black
H Asian
Number of Times Contacted about Household
PastDue Debtin Last Two Years Income
N=10
Numberof
participants Type of debt
4 Credit card balance _
“"“--._..f'
Mortgage, home equity, W <320k
5 2
6—12-3“::1?25 : or HELOC B $20k-40k
) : | $40k-70k
21-50 times W 2 Auto loan :
50+ times W $70k-100k+
6 Student loan
Highest Level of 2
Payday loan
Erucation yaay Employment Status
1 Past-due taxes
5 Past-due medical bills
2 Past-due
telecommunication bill
High School Graduate Il 1 Past-due utility due B Working Full-time
Some College Courses Completed Il : Il Working Part-lime
Bachelor's Degree Il - Esstduelegalbills Homemaker
Some Graduate Courses Completed [l 5 Other personal loan Il Self-employed
\ M Retired
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Currently Have Debt

Yes
No I

Debt Collection
Experience

Yes
No I

N~

Number of Times Contacted about
Past-Due Debtin Last Two Years

Some High School |l
High School Graduate il
Some College Il
Bachelor's Degree [l

Minneapolis Interviews

MeanAge

44.5

Number of
participants
1-5times I E
6-20 times W
21-50 times |l 4
Highest Level of 3
Education
5
2
S
3

Type of debt

Credit card balance

Mortgage, home equity,
or HELOC

Auto loan
Student loan

Other consumer or
personal loan

Auto title loan

Past-due medical bills

Raceand
Ethnicity

B White
Il Black

I White/Hispanic
1 American Indian/Alaskan Native
M Asian

Household
Income

il
W <$20k
Il $20-40k
W $40-70k
I $70k-100k
M $100k+

EmploymentStatus

B Working Full-time
Il Working Part-time
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Currently Have Debt Debt Collection

Yes @
No

Number of Times Contacted about
Past-Due Debtin Last Two Years

High School Graduate i
Some College Completed g 1
Bachelor's Degree ]

\ 1

Number of
participants
7
3
1-5times |l -
6-20 times W
21-50 times [ 4
50+ times
2
Highest Level of 4
Education
2
3
2
4

Las Vegas Interviews

N=11

Type of debt

Credit card balance

Mortgage, home equity,

or HELOC
Auto loan
Student loan

Other consumer or
personal loan

Auto title loan

Payday loan

Legal expense
Past-due taxes
Past-due medical kills

Past-due
telecommunication bill

Past-due utility due

T

Raceand
Ethnicty

H White

B Black

I Hispanic
W Multi-racial

Household
Income

W <$20k

M $20k-40K
I $40Kk-70K
M $70-100k

Employment Status

[l Working Full-time
W Working Part-time
B Not Employed
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15.0 Questionnaire Ratings

Average Rating

o B N W B~ O

Organization, trustworthiness, and clarity of the notice
(n=30)

M Arlington Minneapolis M Las Vegas

Ml

Organization Trustworthiness Clarity

How organized is the format of this notice?
(1) Not at all organized

2) Slightly organized

3) Moderately organized

4) Very organized

5) Extremely organized

Py

How trustworthy is the information provided in this notice?
(1) Not at all trustworthy

2) Slightly trustworthy

3) Moderately trustworthy

4) Very trustworthy

5) Extremely trustworthy

Py

How clear is the language in the notice?
(1) Not at all clear
(2) Slightly clear
(3) Moderately clear
(4) Very clear
(5) Extremely clear
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16.0 Round 1 Notices

Basic Notice with No “You Should Know” Box

North South Group To: Ms. Mary Smith

P.0. Box 121212 2323 Main Street

Pasadena, CA 91111-2222 Apartment 242
Arlington, VA 2222

Questions?

Call (800) 123-4567 from 8am to 8pm, Monday to Saturday Reference: 584-345

or go to www nsgrp.com
March 31, 2015

North Seuth Greup is a debt cellector. We are trying te cellect a debt that you ewe te ABC Credit.
We will use any information you give us to help collect the debt.

By law, we must send you the following information. You have the right to tell us if you think this information is incomect.
You also have the right to get the name and address of the original creditor.

Ovur information shows:

You had a Main Street Store credit card from Bank of Rockville
with account number 123-458-780

As of January 2, 2000, you owed: $ 123458
Since then, you were charged this amount in interest: + § 22500
And you were charged these fees and other charges: + $ 0.00
And you have paid this amount toward the debt - 3 50.00
Total amount of the debt now:
ABC Credit has taken over the account, S0 NOW you owe § 1409.56
ABC Credit.
Actions you can take: You Have Rights
Tell us if you think our information is incomect. You may use the form below to You have rights under federal law. For
write 1o us. You may also include supporting documents. example, you can stop or limit how we
If you write to us by April 30, 2015, we must stop collection on any amount OIRFCY youL. See the enclosed Summary
you think is incomrest until we send you information showing that you owe the of Rightz or go to
debt. www.consumerfinance gov for more
; . £ information.
If you write to us after April 30, 2015 or if you call us at any time, we
must stop collection on any amount you think is incorrect until we check our
information. But we are not required to send you information showing that
you owe the debt.
Tell us if you want the name and address of the original creditor. Write to
us by April 20, 2015 and we will stop collection until we send you that information.
e T T R T I o e e e B
}( Mail this form to: How do you want to respond to this notice?
North South Group 5
P.0. Box 121212 AR
Pasadena, CA 911112222 O 1 think your information is incorrect because:
O This is not my dett
O The amount is wrong

1 already paid this debt in full or | settled it

;‘;L.’;*:!:nsg::et [ 1 do not think that you are the right persan to pay
Apartment 342 [ Other or more detil:

Adington, VA 22222

L R R TR LITALSU B B B PLTLS P

O 1 want the name and address of the original creditor. Send it 1o me.
O 1 want to make a payment. | enclosed this amount

- Please make your check payable to North South Group
Questions? Call (800) 123-4567 and include the reference number 584-345.

b
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Alternative Cease Communication Language

North South Group To: Ms. Mary Smith

P.O. Box 121212 2323 Main Street

Pasadena, CA 81111-2222 Apartment 342
Arlington, VA 2222

Questions?

Call (800) 123-4567 from 8am to 8pm, Monday to Saturday Reference: 564-345

or go to www.nsgrp com
March 31, 2015

Neorth South Group is a debt collector. We are trying to collect a debt that you owe to ABC Credit.
We will use any infermation you give us to help collect the debt.

By law, we must send you the following information. You have the right to tell us if you think this information is incorrect.
You also have the right to get the name and address of the original creditor.

Our information shows:

You had a Main Street Store credit card from Bank of Rockville
with account number 123-456-789.

As of January 2, 2000, you owed: $ 123456
Since then, you were charged this amountin interest + $  225.00
And you were charged these fees and other charges: + § 0.00
And you have paid this amount toward the debt - 3 50.00
Total amount of the debt now:
ABC Credit has taken over the account, S0 now you owe $ 140956
ABC Credit.
Actions you can take: You Have Rights
Tell us if you think our information is incorrect. You may use the form below to You have the right to stop us from
write to us. You may also include supporting documents. contacting you or to limit our contact. You
If you write to us by April 30, 2015, we must stop collection on any ““_“" us _“"' not contact you ata
you think is incorrect until we send you information showing that you owe the particular time or place. For example, you
debt. may tell us to not call you at work. If you

write to tell us to stop contacting you. we
must stop. But you will still owe the debt.
In certain circumstances, we may follow

If you write to us after April 30, 2015 or if you call us at any time, we
must stop collection on any amount you think is incorrect until we check our
information. But we are not required to send you information showing that

you owe the debt up. For more information about your
rights, see the enclosed Summary of
Tell us if you want the name and address of the original creditor. Write to Rights or go to www.consumerfinance gov
us by Apnil 20, 2015 and we will stop collection until we send you that information. for more information.
- T N i o oo A o i e e
}( Mail this form to: How do you want to respond to thiz notice?
North South Group Check apply:
P.0. Box 121212 S
Pasadena, CA 91111-2222 O 1 think your information is incorrect because:
[ This is not my debt
[ The amount is wrong.

31 already paid this debt in full or | settled it

Ms. M i i
2;23:1:,:.?;&Te: 00 1 do not thirk that you are the rght person to pay.
Apartment 342 [ Other or more detail:

Ardington, VA 22222

[0 1 want the name and address of the original creditor. Send it to me
LO B UPEL PR UL B B PRPLE (TR

O 1 want to make a payment. | enclosed this amount:

2 Please make your check payable to North South Group
Questions? Call (800) 123-4567 and inciude my:urlfﬂnnﬂg:un'lbor 564-345
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Time-Barred, No Revival, and Not Obsolete

North South Group To: Ms. Mary Smith

P.O. Box 121212 2323 Main Street

Pasadena, CA 91111-2222 Apartment 342
Arlington, VA 2222

Questions?

Call (800) 123-4567 from 8am to 8pm. Monday to Saturday Reference: 584-345

or go to www.nsgrp.com

March 31, 2015

North South Group is a debt collector. We are trying to collect a debt that you owe to ABC Credit.
We will use any information you give us to help collect the debt.

By law, we must send you the following information. You have the right to tell us if you think this information is incorrect.
You also have the right to get the name and address of the onginal creditor.

Our information shows: You Should Know
You had a Main Street Store credit card from Bank of Rockville Because of the age of this debt, we
with account number 123-456-780. cannct sue you for it. But we can report
the debt to credit reporti ncies.
As of January 2, 2008, you owed: $ 123458 a e "G o
Since then, you were charged this amount in interest + 3 225.00
And you were charged these fees and other charges: + $ 0.00
And you have paid this amount toward the debt - 3 50.00
Total amount of the debt now:
ABC Credit has taken over the account, SO NOwW you owe $ 140956
ABC Credit.
Actions you can take: You Have Rights
Tell us if you think our information is incorrect. You may use the form below to You have rights under federal law. For
write o us. You may also include supporting documents. example, you can stop or limit how we
If you write to us by April 30, 2015, we must stop collection on any amount m?‘:: you. See the enclosed Summary
you think is incorrect until we send you information showing that you owe the of Rights or go to
debt. www.consumerfinance gov for more
information.
If you write to us after April 30, 2015 or if you call us at any time, we
must stop collection on any amount you think is incorrect until we check our
information. But we are not required to send you information showing that
you owe the debt.
Tell us if you want the name and address of the original creditor. Write to
us by April 30, 2015 and we will stop collection until we send you that information.
}( ‘You may use the form below.
Mail this form to: How de you want to respond to this notice?
North South Group Check all that apply:
P.O. 12121
pmch 92; 112222 O 1 think your information is incorrect because:
[ This is not my debt
O The amount is wrong.
11 already paid this debt in %ull or | settled it
Ms. Mary Smith [ 1 do not thirk that you are the right person to pay.
2323 Main Street '
Are L 342 [ Other or more detait:
Arlington. VA 22222 O 1 want the name and address of the original creditor. Send it to me.
LU B URU TR DT B B UL TR [ 1 want to make a pay t. | enclosed this s
. Please make your check payable to North South Group
Questions? Call (800) 123-4567 and include the reference number 584-345.
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Time-Barred, Revival, and Not Obsolete

North South Group To: Ms. Mary Smith

P.O. Box 121212 2323 Main Street

Pasadena, CA 81111-2222 Apartment 342
Arlington, VA 2222

Questions?

Call (800) 123-4567 from 8am to 8pm, Monday to Saturday Reference: 564-345

or go to www.nsgrp com
March 31, 2015

Neorth South Group is a debt collector. We are trying to collect a debt that you owe to ABC Credit.
We will use any infermation you give us to help collect the debt.

By law, we must send you the following information. You have the right to tell us if you think this information is incorrect.
You also have the right to get the name and address of the original creditor.

Our information shows: You Should Know
You had a Main Street Store credit card from Bank of Rockville Because of the age of this debt, we
with account number 123-458-780. cannct sue you for it unless you make a
payment or acknowledge it in writing. But
A 2, 2000, you owed: $ 123458 : :
Sl My e we can report the debt to credit reporting
Since then, you were charged this amount in interest: + 3 225.00 agencies.
And you were charged these fees and other charges: + § 0.00
And you have paid this amount toward the debt - $ 50.00
Total amount of the debt now:
ABC Credit has taken over the account, S0 now you owe $ 140956
ABC Credit.
Actions you can take: You Have Rights
Tell us if you think our information is incorrect. You may use the form below to ‘You have rights under federal law. For
write to us. You may also include supporting documents. example. you can stop or limit how we
If you write to us by April 30, 2015, we must stop collection on any contact you. See the enclosed Summary
you think is incomect until we send you information showing that you owe the of Rights or go to
debt. www.consumerfinance.gov for more
- & - information.
If you write to us after April 30, 2015 or if you call us at any time, we
must stop collection on any amount you think is incorrect until we check our
information. But we are not required to send you information showing that
you owe the debt.
Tell us if you want the name and address of the original creditor. Write to
us by April 20, 2015 and we will stop collection until we send you that information.
- ST e VRN DUIOWC: o o o7l i o s o o o O
}( Mail this form to: How do you want to respond to thiz notice?
North South Group Check apply:
P.O. Box 121212 e
Pasadena, CA 91111-2222 O 1 think your information is incorrect because:
[ This is not my debt
[ The amount is wrong.
O 1 aiready paid this debt in full or | settled it
Ms. Mary Smith

I thirk nt ]
2323 Main Street O3 1 do not thirk that you are the rght person to pay
Apartment 342 [ Other or more detail:
Ardington, VA 22222

LO B UPEL PR UL B B PRPLE (TR

[0 1 want the name and address of the original creditor. Send it to me
O 1 want to make a payment. | enclosed this amount:

2 Please make your check payable to North South Group
Questions? Call (800) 123-4567 and inciude my:urlfﬂnnﬂg:un'lbor 564-345
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17.0 Round 2 Notices

Basic Notice
North South Group To:  Ms. Mary Smith
P.O. Box 121212 2323 Park Street
Pasadena, CA 81111-2222 Apartment 342
(800) 1234567 from 8am to 8pm EST, Monday to Saturday Minneapolis, MN 55401
wWww n com
Apil 15, 2015 Reference: 584-245

Heorth South Group is a debt collector. We are trying to collect a debt that you owe o ABC Credit.
We will use any information you give us to help collect the debt.

Our infermation shows:
You had a Main Street Store credit card from Bank of Rockville with account number
123-458-780. ABC Credit has taken over that account, 50 now you owe ABC Credit.

As of January 2, 2000, you owed: $ 1234586
Between January 2, 2000 and today:

You were charged this amount in interest: + § 22500

You were charged this amount in fees: + S5 0.00

You have paid this amount toward the debt - $ 50.00

Tatal amount of the debt now: $ 1,409.56

Heow can you dispute the debt?

Write to us by May 15, 2015 to dispute all or part of the debt. If you write to us by that date, we must stop collection on
any amount you dispute until we send you information that shows you owe the debt If you write AFTER that date, we must
stop collection until we confirm that our information is correct. but we may not be required to send that information to you. For
ease, you may use the form below or you may write to us without the form. You may also include supporting documents.

Call us to dispute. But if you do call, we may not be required to send you information that shows you owe the
debt. We must stop collection on any amount you dispute until we confirm that our information is corect.

if we do not hear from you, we will assume that our information is comect.

What else ean you do?

Ask us to send you the name and address of the original creditor. Write by May 15, 2015 and ws: will stop collection until we
send you that information. For ease, you may use the form below or you may write to us without the form.

Learn more about your rights under federal law. For instance. did you know that you have the right to stop or limit how we
contact you? For more information, see the enclosed Summary of Rightz or go to the Consumer Financial Protection Bureau's
website at www.consumerfinance. gov.

Call us at (800) 123-4567 to talk about your payment options.

How do you want te respond to this notice?

North South Group Check all that apply:
P.O.Box 121212
Pasadena, CA 91111-2222 O 1 want to dispute the debt b

[ This is not my debt.

[ The amount is wrong.

01 already paid this debt in full or | settled it.

[ 1 do not think that you are the right person to pay.
Ms. Mary Smith O Other or mere detail:
2325 Fack g:?‘ [ 1 want you to send me the name and
s address of the original creditor.

Minneapolis, MN 55401
1 enclosed this amount:
Make your check payable to North South Group.
Include the reference number 584-345
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Alternative Dispute Language

North South Group To: Ms. Mary Smith

P.O. Box 121212 2323 Park Street
Pasadena, CA 91111-2222 Apartment 342

(800) 1234567 from 8am to 8pm EST, Monday to Saturday Minneapolis, MN 55401
WWW.NsSgrp.com

April 15, 2015 Reference: 584-345

Herth Seuth Group is a debt collector. We are trying te collect a debt that you owe to ABC Credit.
We will use any infermatien you give us te help collect the debt.

Our information shows:

You had a Main Street Store credit card from Bank of Rockville with account number
123-458-780. ABC Credit has taken over that account. so now you owe ABC Credit.

As of January 2, 2000, you owed: $ 1.234.58
Between January 2, 2000 and today:

You were charged this amount in interest: + $ 225.00

You were charged this amount in fees: + $ 0.00

You have paid this amount toward the debt - $ 50.00

Total amount of the debt now: $ 1,409.56

How can you dispute the debt?

Write or call us to dispute all or part of the debt. We must stop collection on any amount you dispute until we send you
information that shows you owe the debt. For ease, you may use the form below or you may write (o us without the form. You may
also indlude supporting documents. If we do not hear from you, we will assume that our information is: comect.

What else can you do?
Ask us to send you the name and address of the original creditor. Write by May 15, 2015 and we will stop collection until we
send you that information. For ease, you may use the form below or you may write 1o us without the form.
Learn more about your rights under federal law. For instance, did you know that you have the right to stop or limit how we
contact you? For more information, see the enclosed Summary of Rights or go to the Consumer Financial Protection Bureau's
website at www consumerfinance gov.
Call us at (800) 123-4567 to talk about your payment options.

}( Mail this form to:
North South Group How do you want te respond to this notice?
P.O. Box 121212
Pasadena, CA 91111-2222 Check all that apply:
O 1 want to dispute the debt because:
[0 This is not my debt.
M. Mary Smith memm.ns wrong.
2323 Park Street 011 already paid this debt in full o | setted it
Apartment 342 [ 1 & not think that you are the right person to pay.
Minneapolis, MN 55401 E Offar ormoce kel

LETL Y LU IR TR O B B PR TR ] D Iwu'ﬂ‘,oulo — —

address of the original creditor.

1 enclosed this amount: :

Make your check payable to North South Group.
Inciude the reference number 584-345.

94



Time-Barred, No Revival, and Obsolete

North South Group To: Ms. Mary Smith

P.O. Box 121212 2323 Park Street
Pasadena, CA 91111-2222 Apartment 342

(800) 1234567 from 8am to 8pm EST, Monday to Saturday Minneapolis, MN 55401
WWW.NsSgrp.com

April 15, 2015 Reference: 584-345

MNorth South Group is a debt collector. We are trying to collect a debt that you owe to ABC Credit.
We will use any infermation you give us to help collect the debt.

Our information shows:
You had a Main Street Store credit card from Bank of Rockville with account number
123-458-780. ABC Credit has taken over that account, 50 now you owe ABC Credit.

As of January 2, 2000, you owed: $ 123456
Between January 2, 2009 and today:
You were charged this amount in interest: + $ 225.00
‘You were charged this amount in fees: + § 0.00
You have paid this amount toward the debt - $ 50.00

Because of the age of this debt, we cannot
Total amount of the debt now: $ 1,409.56 sue you for it and the debt cannot appear on
your credit report

How ean you dispute the debt?

Write to us by May 15, 2015 to dispute all or part of the debt. If you write to us by that dale, we must stop collection on
any amount you dispute until we send you information that shows you owe the debt. If you write AFTER that date, we must
stop collection until we confirm that our information is correct, but we may not be required to send that information to you. For
ease, you may use the form below or you may write to us without the form. You may also include supporting documents.

Call us to dispute. But if you do call, we may not be required to send you information that shows you owe the
debt. We must stop collection on any amount you dispute until we confirm that our informaticn is comrect.

If we do not hear from you, we will assume that our information is comect.

What else can you do?

Ask us to send you the name and address of the original creditor. Write by May 15, 2014 and we will stop collection until we
send you that information. For ease. you may use the form below or you may write to us without the form.

Learn more about your rights under federal law. For instance, did you know that you have the right to stop or limit how we
contact you? For more information, see the enclosed Si y of Rightz or go to the Consumer Financial Protection Bureau's
website at www consumerfinance gov.

Call us at (800) 123-4567 to talk about your payment options.

Mail this form to: How do you want to respond to this notice?
North South Group
P.O. Box 121212 Check all that apply:

& RGNS O 1 wantto dispute the debt because:

[0 This is not my debt.
[0 The amount is wrong.

Ms. Mary Smith O 1 already paid this debt in full or | settled it.
2323 Park Street [ 1 6o not think that you are the right person to pay.
Aphapel Ve [ Other or more detail:
Minneapolis, MN 55401
LU S U R T B R PO PR 0 1 want you to send me the name and
address of the original creditor.

1 enclosed this amount: :

Make your check payable to North South Group.
Inciude the reference number 584-345.
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Time-Barred, Revival, and Obsolete

North South Group To: Ms. Mary Smith

P.O. Box 121212 2323 Park Street
Pasadena, CA91111-2222 Apartment 342

(800) 1234567 from 8am to 8pm EST. Monday to Saturday Minneapolis. MN 55401
WWw Nsgrp. com

April 15, 2015 Reference: 564-345

Horth Seuth Group is a debt collector. We are trying to cellect a debt that you owe to ABC Credit.
We will use any infermation you give us to help ceollect the debt.

Our infermation shews:
You had a Main Street Store credit card from Bank of Rockville with account number
123-458-780. ABC Credit has taken over that account, 50 now you owe ABC Credit.

As of January 2, 2000, you owed: 5 123458
Between January 2, 2000 and today:
‘You were charged this amount in interest: + § 22500
You were charged this amount in fees: + $ 0.00
‘You have paid this amount toward the debt - 3 50.00
Because of the age of this debt. we can sue
Total amount of the debt now: $ 1,409.56 YOR JOr RORSY I YOu Inates & PRISRENE of

acknowledge it in writing. And the debt
cannot appear on your credit report.

How can you dispute the debt?

Write to us by May 15, 2015 to dispute all or part of the debt. If you write to us by that dale, we must stop collection on
any amount you dispute until we send you information that shows you owe the debt If you write AFTER that date, we must
stop collection until we confirm that our information is correct, but we may not be required to send that information to you. For
ease, you may use the form below or you may write to us without the form. You may also include supporting documents.

Call us to dispute. But if you do call, we may not be required to send you information that shows you owe the
debt. We must stop collection on any amount you dispute until we confirm that our informaticn is comect.

If we do not hear from you, we will assume that our information is comect.

What else can you do?

Ask us to send you the name and address of the original creditor. Write by May 15, 2015 and we will stop collection until we
send you that information. For ease, you may use the form below or you may write to us without the form.

Learn more about your rights under federal law. For instance. did you know that you have the right to stop or limit how we
contact you? For more information, see the enclosed Summary of Rights or go to the Consumer Financial Protection Bureau's

website at www consumerfinance.gov.
Call us at (800) 123-4567 to talk about your payment options.

Mail this form to: How do you want to respond to this notice?
North South Group
P.0. Box 121212 Check all that apply:

Pasadena, CA 91111-2222 Drssitto - :

[0 This is not my debt.

[ The amount is wrong.
Ms. Mary Smith [ 1 already paid this debt in full or | settled it.
2323 Park Straat 3 1 de not think that you are the right person to pay.
i [ Other or more detail:
Minneapolis, MN 55401
I U UL B T T O Wﬂ‘lmﬂtﬂ:‘:ﬂﬂ_ﬂ me the name and

O 1 enclosed this amount: |:|

Make your check payable to North South Group.
Inciude the reference number 584-345.
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18.0 Round 3 Notices

Basic Notice

0 0

Apr Reference: 564-245

[Horth South Group is a debt collector. We are trying to collect a debt that you owe to ABC Credit.
We will use any information you give us to help collect the debt.

Our information shows:
You had a Main Street Store credi card from Bank of Rockville with account number
123-456-789. ABC Credit now owns tha account, 50 now youowe ABC Credit

As of January 2, 2013, youowed: 3 122456
Between January 2, 2013 and today:

You were charged this amountin interest: > & 15.00

You were charged this amountin fees: + 25.00

You paid this amount toward the debt: - 3 50.00

Total amount of the debt now: § 1,284.56

How can you dispute the debt?

Write to us by May 27, 2015 to dispute all or part of the debt. We must stop collection on any amount you dispute until we
send you information that shows you owe the debt. If you write AFTER May 27, we are not required to send that information
1o you, but we must stop coliection until we confirm thatour information is correct. Forease you may use the form below or you
may write © us without the fomn. You may alsoinclude suppoting documents.

Call us to dispute. But if you do call, we are not required to send you information that shows you owe the debt We
must stop collection on any amount you dispute until we confirm that our information is correct.

If we do not hear from you, we will assume that our information is correct.

What else can youde?

Ask us to send you the name and address of the original creditor. Write by May 27, 2015 and we wil s1op collecsonunti we
send you thatinformaton. For ease, you may use the form below oryou may write o us without the foer.

Learn more about your rights underfederal law. For instance, did you know that you have the right to stop or imit how we
contact you? For more information, see the enclosed Summary of Rights or go to the Consumer Financial Protection Bureau's
website at www consumerfinance gov.

Contactus aboutyour payment options.

Nom Soun Growp
P.O. Box 121212
Pasacera. CA 91111-2222

Ms. Mary Smith
2323 Park Street
Apartment 342

Las Vegas. NV 83109

How do you want te respond te this notice?

Check all ;at aoply”

O 1 want to dispute the debt because| think:
O Tris is not my oeot.
O Tne amount is wrong.
O 1areasy pad s 020t Infu or 1 s2med It
O You are not ™2 right parson 19 p3y.
O omer or mere gt

O I wantyouto send methe name and
address of the onginal creditor.

O 1 enclosed this amount:

Make your chaX payabie 10 North South Group.
INClude M2 refirance numpbear 554-345
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Alternative Dispute Language

Agpril 27, 2015 Reference: 564-245

[Horl:hSouth Group is a debt collector. We are trying to collect a debt that you ewe to ABC Credit.
We will use any information you give us to help collect the debt.

e

Our information shows:

You had a Main Street Store credt card from Bank of Rockville with account number
123-456-789. ABC Credit now owrs that account, so now youowe ABC Credit

As of January 2, 2013, youowed: 5 1.234.56
Between January 2, 2013 and today:

You were charged this amount in interest: + ¥ .00

You were charged this amount in fees: 3 22.00

You paid this amount toward the debt: -3 50.00

Total amount of the debt now: § 128456

How can you dispute the debt?

Write or call us to dispute all or part of the debt. We must s1op collecton on any amount you cispute until we send you
information that shows you owe the debt. For ease, you may usethe form below or you may write tous wihoutthe form. You may
also include supporting documents. [fwe do nat hear from you, we will assume tha ourinformation is correct

What else can you do?

Ask us to send you the name and address of the original creditor. Write by May 27, 2015 and we wil stop collection unti we
send you thatinfomaton. For ease, you may use the fom belbw oryou may write 1o us without th: fom.

Learn more about yourrights under federal law. Forinstance, did you know that you have the nght to stop or imit how we
contact you? For more information, see the enclosed Summary of Rights or go to the Consumer Financial Protection Bureau's
website at www consumerfinance gov.

Contactus about your payment options.

W — How do you want to respond to this notice?
Norm Soun

P.O. Box 121212 Check all mat igply”
Pasacena, CA 91111-2222

O 1 wantto disputethe debt because| think:
O Tres 1 not my o=t
O Tne anoun is wrong.
O 1areasy paid tis 020t In N or | setmed It

Ms. Mary Smith O You a2 not ;e rignt parson 10 pay.
2323 Park g:r;ar O omer or mara oztan:
Apartment

O I wantyouto send methename and
Las Vegas, NV 83103 address of the onginal creditor.

O 1 enclosed this amount:

Make your chack payabie 10 North South Group
INClud2 T2 referance numbar 554345
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Time-Barred, Revival, and Not Obsolete

pril 27, 2015 Reference: 564-345

North South Group is a debt collector. We are trying to collect a debt that you ewe to ABC Credit.
We will use any information you give us to help collect the debt.

Our information shows:

You had a Main Street Store credt card from Bank of Rockville with acoount number
123-456-789. ABC Creditnow owns tha account, so now youowe ABC Credit

As of January 2, 2009, youowed: $ 1.23456
Eetween January 2, 2005 and today:
You were charged this amount in interest: s S 2500
You were charged this amountin fees: + 5 2500
You paid this amount toward the debt: - 5 50.00
Because Ol the age of this debt, we can sue
you for it only if you make a payment or
Total amount of the debt now: § 143456 acknowledge it in writing. We can report the
debt to credit reporting agencies.
|
How can you dispute the debt?
Write to us by May 27, 2015 to dispute all or part of the debt. We muststop collection on any amount you dispute until we
send you information that shows you owe the debt. Ifyou write AFTER May 27, we are not required to send that information
to you, but we must stop collection until we confirm thatour information is cofrect. For ease, yu may usethe form below or
you may write tous without theform. You may ako include supportingdocuments.
Call us to dispute. Butif you do call, we are not required to send you information that shows you owe the debt We
must stop collection on any amount you dispute until we confirm thatour information is correct.
If we do not hear from you, we wil assume that our informaton is correct
What else can you do?
Ask us to send you the name and address of the original creditor. Write by May 27, 2015 and we wil stop collecton unti we
send you thatinfomation. For ease, you may use the fom below oryou may write 10 us without the: fom.
Learn more about your rights under federal law. Forinstance, did you know that you have the nght to stop or imit how we
contact you? For more information, see the enclosed Summary of Rights or go to the Consumer Financial Protection Bureau's
website at www consumerfinance gov.
Contactus aboutyour payment options.

— é( _____________________________________ -
S P R How do you want to respond to this notice?
Norm Soum Grow Check all hat aply”

P.O. Box 121212 i -
Pasacena CA 91111-2222 O 1 wantto disputethe debt becausel think:

O Tris 4 not my oot

O Tne anount s wrong.

O 1araagy paia wis o0t Inn or Isemed 1L
O You a2 not ;2 rignt parsan 1 pay.

Ms. Mary Smith O omer or more oztan:
2323 Park Strest O I wantyouto send methename and
Apartment 342 addtes,s of the onginal creditor.

Las Vegas, NVE3109 )
O I enclosed this amount:
Make your chack payadie 10 North South Group.
INCIUZ2 2 raterance nUMDar 564-345

99



Time-Barred, Revival, and Obsolete

April 27, 2015 Reference: 564-345

North South Group is a debt collector. We are trying to collect a debt that you owe to ABC Credit.
We will use any information you give us te help collect the debt.
|
Our information shows:
You had a Main Street Store credt card from Bank of Rockville with account number
122-456-783. ABC Credit now owns tha account, so now youowe ABC Credit
As of January 2, 2008, youowed: $ 1.23456
Between January 2, 2008 and today:

You were charged this amountin interest: s 5 22500
You were charged this amount in fees: s+ 5 250
You paid this amount toward the debt: - 50.00

uec.:usem m: 3Qe of this gebt, we can sue
you for it only if you make a payment or
Total amount of the debt now: $ 14438 Loinowledge tinwriting, In most cases, the
debt cannct appear on your credit report.

o

How can you dispute the debt?

Write to us by May 27, 2015 to dispute all or part of the debt. We must stop collection on any amount you dispute until we
send you information that shows you owe the debt. Ifyou write AFTER May 27, we are not required to send that information
to you, but we must stop collection until we confirm thatour information is correct. For ease, you may usethe form below or
you may write tous without the form. You may ako include supportingdocuments.

Call us to dispute. Butif you do call, we are not required to send you information that shows you owe the debt \We
must stop colliection on any amount you dispute until we confirm thatour information is correct

If we do not hear fromyou, we wil assume that our information is correct.

What else can youdo?
Ask us to send you the name and address of the original creditor. Write by May 27, 2015 and we will stop collecton unti ve
send you thatinfomaton. For ease, you may use the fom below oryou may write 1o us without the: fom.

Learn more about your rights under federal law. Forinstance, did you know that you have the nght to stop or imit how we
contact you? For more information, see the enclosed Summary of Rights or go to the Consumar Financial Protection Bureau's

website at wwiw consumerfinance gov.
Contactus about your payment options.

Mail this form to: How do you want to respond to this notice?

Norm Sout Growp Creck all 1t iiggly”
P.O. Box 121212

Pasadena, CA S1111-2222 O 1 wantto disputethe debt because! think:
O Tres 1 ot my gent
0O Tne amnount is wrong.
O 1areaty paid mis gt Inhl or lsemad L
O You a2 not M2 rignt parson 1 pay.

Ms. Mary Smith j
2323 Park Strest O omer o more ozt

Apartment 342 O I wantyou to send methename and
Las Vegas, NV8910% address; of the onginal creditor.

O 1 enclosed this amount:
Maka your chack payatie 10 NOrth South Group.
INCude T referance number S6&-345.
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