


A Message From the President | 2004 Year in Review
The Facts...

2004 was a pivotal year for us here at Cambridge Credit
Counseling. As an increasing number of Americans fell
further into debt and looked to our company for help, the
uncertain climate surrounding financial counseling made
fulfilling consumer needs an even greater challenge.
Rather than back away from these challenges, we decided
to face them head-on. As a result, in the past year we
made some important philosophical changes to our
approach in an effort to keep pace with the shifting Christopher Viale
demands of our environment. President & CEO

Reasons Consumers Seek Help
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Last year saw an incredible advancement in our educational initiatives, which 339%

have justifiably become the centerpiece of the “new” Cambridge. As a society,
we cannot pretend to be surprised when our children end up with the same
debt problems faced by their parents, particularly in our credit-fueled culture.
Unfortunately, our nation’s education system has historically failed to address
this issue. We plan to change that. Beginning in September 2004, tens of
thousands of high school students nationwide were introduced to our Net Gain

4.90%

curriculum, a 16-week program that has helped us position ourselves as the 31.93%

leader in bringing financial literacy education into the classrooms of young adults.

And this is just the beginning. By the end of 2007, Net Gain is slated to reach u Reduced Income From Salary, Layoff or Overtime
more than 360,000 students. i Medical Expense

When considering the magnitude of our educational efforts, it is easy to overlook
many of the other enhancements that Cambridge made in 2004. For example,
we incorporated a state-compliant sliding-scale fee structure. This ensures
that our initial and monthly fees are set according to the laws of the state in
which the consumer resides, and that all consumers have access to our financial
education and debt management services, regardless of their ability to pay.
We've also adopted an unprecedented 90-day, no-hassle refund policy that
gives consumers the peace of mind that comes from knowing Cambridge is
truly working for them.
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These changes, along with the pursuit of counselor accreditation through the | Number of Active Clients: 44,000
Association for Financial Counseling and Planning Education (AFCPE), as well
as our company’s pending accreditation through the Council on Accreditation | Number of New Clients: 10,700
(COA), make it safe to say that 2004 was truly a year that we can all be very :
proud of. Itis the year that we redefined Cambridge Credit Counseling. ggg‘s?ggsqf Counseling 86,875
The new bankruptcy law and other industry reforms will undoubtedly necessitate | Percentage of Counseling Sessions
even more changes in 2005, and agencies throughout the country will have to | Resulting in a DMP: 12%
maintain a certain level of flexibility in order to serve their clients. Over the :
course of the past year, we've shown that the ability to adapt to such challenges gumper of Client Payments

- - . ; eceived: 536,500
requires confidence, patience and a focus on each consumer’s needs. At
Cambridge, we feel that our remarkable capacity for change will ensure that | Client Services Calls: 209,000

we continue to provide the gold standard of service to American consumers.
Amount of Debt Paid

Here’s to a successful 2005! on Behalf of Clients: $225,232,000

Og@ Median Client Net Income: $26,220
% %/ Percentage of Clients Who Are

Chris Viale Homeowners: 46%

: P Number of Educational Seminars: 196
The Cambridge Mission...

Cambridge Credit Counseling Corp., a 501(c)(3), Not-For-Profit, ISO 9000 registered [iukaasiSULEs 6,521
credit counseling agency, specializes in providing consumers with the education, Number'of Eree Einancial Education

tools, and budgeting skills necessary for them to become more financially YRR R oRe o 278.700

responsible. Cambridge helps consumers to establish affordable and convenient
debt management plans, when applicable, to help them repay their current debts in |[atele[if{e]at=UN=lo [¥{oz=\ilo]g = IWA\U[s |[=Tg[el=]
atimely manner. Cambridge offers these services with the highest level of quality [R(EsIEIRSIl|ETe[RRACI{ETo[#=H 5B 20,000+
and customer satisfaction possible, and strives to continually improve its services
to better assist consumers to reach their financial goals.

Participants in NetGain Program: 18,000+




At Cambridge, our mission is to educate consumers in the responsible use of credit and to teach them how to better
manage their finances. In 2004, we partnered with the Naismith Memorial Basketball Hall of Fame and USATODAY in an
effort to improve financial literacy among high school students. The result, our Net Gain program, introduces young
adults to the basics of credit, the importance of saving money and the practical aspects of budgeting, and was incorporated
into nearly 90 schools in 2004. A total of 18,000 students participated in the 16-week course.

In addition to this exciting program, Cambridge introduced its revised Seminar Series, a five-part series focusing on such
topics as financial literacy, the basics of credit cards, credit reports and scores, budgeting, debt-to-income ratios, checking

accounts, and savings and investing. Cambridge’s Education Team held more than 196 of these seminars throughout
the year, and plans to expand this series in 2005.

For more information regarding our educational initiatives, visit our online financial resource website, www.goodpayer.com.

Superior customer service is the cornerstone of any successful business. This is especially true when you are in the
business of helping people with their finances. In 2004, Cambridge upgraded its approach to Counseling. Our
Counselors now spend an average of one hour reviewing a consumer’s budget information, providing financial education
and discussing the options that would be best suited for each individual consumer. Cambridge is fully committed to
helping consumers become debt free, and this is not always accomplished by enrolling clients onto a DMP. In fact, in
2004, only 12% of the consumers who contacted our company actually joined our program, but each of them received
free financial counseling and educational materials, including Cambridge’s Learn Now Or Pay Later! workbook.

And our service doesn’t stop when a consumer enrolls on a DMP. Also new in 2004, our Counselors began performing
extensive post-counseling sessions to help newly enrolled clients stay committed to the program, and to determine if
there are other ways we can assist those consumers who chose not to enroll in our program.

Finally, our Client Services Department is a fully-staffed division devoted to ensuring complete program success. In
fact, in 2004, we developed several new subdivisions of the department. The new Benefits Verification and Analysis
Department ensures that all newly enrolled clients are receiving all of the appropriate benefits of the program, and the
Late Pay Task Force assists clients who are having difficulty in maintaining their monthly payments.

2004 marked our third year as an ISO 9000 registered company, and the benefits of this standard are innumerable. As
a result of this program, we have empowered our staff to suggest changes to our processes to better serve our clients.
In fact, in 2004, our staff submitted more than 1,000 improvement requests, ranging from simple document changes to
the development of new and innovative ways to improve upon our services. All of these suggestions helped us meet
our stated goal of continuously improving customer satsifaction.

Perhaps even more beneficial in 2004 was our decision to begin implementing the steps necessary for accreditation
through the Council on Accreditation (COA). COA offers standards in the Financial Management and Debt Counseling
Services sector and helps to foster organizational and operational integrity and credibility. Cambridge plans to be a
COA accredited agency by the Summer of 2005.
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