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We care about our clients struggling to make ends meet, hoping to
hold on to their homes.
We care about our staff striving every day to help our clients, with
compassion and industry-leading knowledge and skills.
We care about being financially stable so we can continue to
support our mission, which is, “To assist families and individuals in
need by providing free financial education, community outreach and
housing and credit counseling services; all with compassion and the
utmost commitment to quality and integrity.”

President’s Message
At Novadebt,
we care.

2012 was another year of growth where our revenues hit a record
high that was just below the $25 million mark. Our surplus
exceeded $500,000 and our counseling team of 180 dedicated
professionals served over 100,000 individuals and families.
Novadebt’s referral partnerships, including the Homeownership
Preservation Foundation and several of the largest credit card
issuers, continued to be robust and continued to focus on the
needs of the consumers we serve.
We also became a founding member of the Student Loan
Alliance (SLA), whose goal is to support the efforts of agencies
like Novadebt in providing solutions to the growing student loan
problem that is weighing heavily on our graduating students and
their families.
As the year was closing, we learned that Novadebt had been
approved by HUD to be a National Housing Counseling
Intermediary. We also finalized a long term lease in San Diego
to move our staff into a much larger and more functional facility.
We take pride in knowing that we are one of the largest and most
respected housing and credit counseling agencies in the country.
Since our inception in 1991, we have helped more than one
million people by providing financial counseling and education
that will help them achieve their goal of financial stability.
Going forward, we will continue to uphold our strong reputation in
the industry by providing the most knowledgeable and dedicated
counselors to serve the needs of our many clients.

Joel Greenberg
President and CEO

Chief Operating Officer’s Message
The cornerstone of Novadebt’s longevity
and reputation in the industry is the
commitment and care we demonstrate to
our clients in helping them to achieve and
maintain financial stability. What inspires
that commitment most is the hope clients
convey when they realize their future is
brighter because they reached out to
Novadebt. In fact, this connection with
our clients is the foundation for everything
we do. We understand the importance of
what we do and that understanding took
us to new heights in 2012.

for the exploration of new opportunities
and will serve as a solid foundation for the
introduction of new programs and services
in 2013 and beyond.

One of Novadebt’s major goals in 2012
was to receive designation from the U.S.
Department of Housing and Urban
Development (HUD) as a National
Housing Counseling Intermediary. I am
proud to report that Novadebt’s National
Housing Counseling Intermediary status
was effective January 2, 2013. This
distinction increases the potential for
organizational funding from HUD,
expands opportunities for additional
funding outside of HUD and serves to
expand Novadebt’s scope on a national
level. Best of all, the designation will also
provide new opportunities to assist
consumers nationwide.

The year brought operational challenges
as well, including the impact of Hurricane
Sandy on Novadebt’s national headquarters in Freehold, New Jersey and the 200
employees who report to work here each
day. Four Freehold employees were
particularly hard-hit by the storm, which
robbed them of their homes and the
majority of their household items and
personal belongings. The day after the
storm, Novadebt employees united together to begin supporting their coworkers
by donating basic needs items, holding
fundraisers to benefit their coworkers and
providing much needed support during
a difficult time. Let me take this
opportunity to extend my profound thanks
and appreciation to our friends and
partners from around the country for the
generous and thoughtful support you have
shown to our employees. Their continued
recovery and hope for the future reminds
us of what is important and reflects the
journey of so many of our clients as they
take steps toward a brighter future.

Also in 2012, Novadebt was proud to serve
as a Founding Member of the Student
Loan Alliance (SLA), as we began to
address the increasing burden of student
loan debt faced by so many graduates and
their families. We look forward to assisting
additional consumers with this growing
problem and are proud to serve as a trusted
resource for borrowers challenged with
excessive student loan debt.
An additional area of operational focus
and accomplishment in 2012 was the
identification of the organization’s core
competencies. Developing a comprehensive understanding of our deepest proficiencies has already begun to pave the way

Financial strength remained a principal
area of focus in 2012 and culminated in
the generation of revenues approaching
$25 million and a surplus of $500,000. We
are on track for another solid performance
in 2013, with an increased focus on the
exploration of new opportunities to further
our mission.

Jill Feldman
Chief Operating Officer

Our Mission
Novadebt, a non-profit organization, is committed to assisting
families and individuals in need by providing free financial
education, community outreach and housing and credit
counseling services; all with compassion and the utmost
commitment to quality and integrity.

A total of
98% of clients
surveyed in
2012 indicated
they would
recommend
our services
to others.

Our Core Competencies
In 2012, Novadebt’s Management Team identified the organization’s
following core competencies:
• Quality & Compassionate Counseling
• Excellence in Customer Service
• Organizational Ethics, Reputation &
Consumer Advocacy
• Ability to Build Capacity & Scale For
New Programs & Services
• Relationship Building & Responsiveness
to Third Parties

Our Commitment to Service

94%
2012 Customer
Service Satisfaction
Rating

• In 2012, 96% of respondents indicated they
were satisfied with the overall program/services
offered by Novadebt.
• Over 720,000 consumers nationwide have
received assistance through Novadebt’s
counseling services.
• Over 133,000 clients nationwide have been
serviced on our debt management program.

Novadebt
Client Snapshot 2012

Gender
• 40% Female
• 30% Male
• 30% No response

Age

Marital Status

•
•
•
•
•
•

•
•
•
•
•

18-25 = 1%
26-35 = 8%
36-45 = 16%
46-55 = 20%
56+ = 25%
No answer = 30%

Married = 36%
Other & No response = 36%
Single = 14%
Divorced = 10%
Widow = 4%

“Your organization has been
miraculous and has been a
blessing to me. I sincerely
give heartfelt thanks to all
your counselors with whom I
had contact. They have all
shown empathy and professionalism. Thank you all!”
JB from New Jersey

Reason for Contacting Novadebt
•
•
•
•
•
•
•
•

43% -Reduced Income/Unemployment
21% - Not Classified/Other
14% - Did not respond
9% - Poor Money Management
5% - Medical/Accident/Disability
3% - Personal Domestic Conflict/Divorce/Separation
3% - Confidential Matter
2% - Death of Family Member

2012

Milestones

Became a Founding Member of the Student Loan
Alliance (SLA).
Introduced a Post Modification Housing Counseling
Program designed to ensure long term sustainability for
homeowners who have previously received a loan modification. The main goal of this program is to ensure long term
home affordability using a holistic counseling approach.
Established Novadebt’s Leadership Development Program,
through which the organization offered ten unique
leadership programs and had a total of 192 student days.
Because we are a national organization, we have leveraged
technology to deliver these programs to our NJ management
team as well as our non-NJ based management team.
Program topics included Essentials of Leadership,
Coaching for Success, Valuing Differences and Effective
Communication Skills.
Began participating in the new “Home Again Nevada
Homeowner Relief Program,” which was initiated by the
Nevada Attorney General.
Began participating in the North Carolina Attorney
General Program by offering community education and
outreach to North Carolina residents.
“Thank you, Novadebt.

Opened Owings Mills, MD office location.
Became a Member Agency of the National Foundation
for Credit Counseling (NFCC).

You really saved my life in a
financial sense. I was lost and
you have gotten me on track.
I don't know where I would
be if you hadn't helped me
so much.”
AH from Alabama

Extending Our Reach in
Communities Nationwide
As a non-profit organization offering financial
education and counseling services to individuals in our
communities, we become acutely aware of
numerous other needs that exist. As a result,
Novadebt reaches out to the communities in which we
live and work to aid those in need of assistance.
2012 was a very productive year for Novadebt’s
Education Outreach Team.
Some of the year’s highlights are listed below:
• Our outreach efforts extended to new audiences this
year including members of the military returning from
their deployments and high school students.
• The department developed a number of new workshops, including one specifically addressing the money
management needs of senior citizens.
• This year, we were proud to hold our first Foreclosure
Awareness Fair in Freehold, New Jersey.

13,500

The number of community
members who participated in
Novadebt’s financial education
workshops, conferences and
panel discussions in 2012.

“Getting with Novadebt was
the best thing I ever did for
myself. It has taught me discipline & control with spending.
I have not used a credit card
in over 2 1/2 years! I would

Top Education
Initiatives for 2012
• Princeton House – Princeton House is a premier
provider of inpatient care for those with mental
health, substance abuse or co-occurring disorders.
Novadebt provides Certified Credit Counselors who
also have backgrounds in nursing, social services
and social work to help Princeton House patients in
dealing with the various financial issues they may be
experiencing.
• Minnesota Department of Corrections – In
2012, Novadebt conducted 94 workshops for over
1,800 inmates nearing release from incarceration.
The focus is on financial literacy and learning tools
that will help the inmates deal with their current
and long-term financial health.

248,651

The number of free educational
materials sent by Novadebt to
those in need in 2012.

2012 Education in Numbers
• Sent over 248,000 pieces of free educational materials to those in need
• Conducted 300 workshops/conferences/panel discussions, which reached approximately 13,500 community members
• Communicated more than 500 nationwide resources, which are available to our clients in the areas
of student loans, financial aid/assistance, healthcare,
bankruptcy, credit reports, identify theft, homeownership and more.

not have done it without the
help of Novadebt.”
BG from Pennsylvania

87,000

The number of credit counseling,
housing counseling, bankruptcy
counseling and bankruptcy education
sessions conducted by Novadebt’s
certified counselors in 2012.

Credit Counseling
The overall mission of the Credit Counseling Department is to assist families
and individuals in need of guidance with their personal finance and unsecured
debt. This is accomplished by providing financial education, resources and
credit counseling.
In 2012, we were able to fulfill this mission in several areas of our department’s
service levels, education and community outreach initiatives.
• In cooperation with our education outreach focus, volunteer credit
counselors work in conjunction with Novadebt’s Education Coordinator, Kim Cole, on workshop and community initiatives to
contribute to personal finance and debt management education
and guidance.

“Prior to reaching out to
Novadebt, my anxiety and
stress levels were unbearable. Your organization
has helped me regain my
confidence and emotional
strength.”
ML from Florida

• During 2012, Novadebt and the Credit Counseling Department
played host to Monmouth University’s Department of Economics,
Finance, and Real Estate. In our developing relationship with the
University, the Counseling Department participated and provided
counseling guidance to visiting Associate Professor Robert H. Scott
III in his effort to become more familiar with the credit counseling
industry and learn more about the importance of Novadebt’s personal finance counseling to clients in hardship. Professor Scott is
currently leading a research and study project on consumer credit
card debt at Monmouth University.
• The department was excited to participate in a newly established
subcontract program, which provided financial education and credit
counseling to Active Military, National Guard, and Military Reserve
service members and their families. Select and eligible credit counselors were evaluated and trained to obtain the qualifications of a
Personal Finance Counselor (PFC) with Zeiders Enterprises directly.
Projected assignments from this program expect to call upon our
credit counselors to provide comprehensive personal finance and
credit counseling to military personnel and their families. We hold
the program in very high regard and are committed to delivering the
same quality service that we demonstrate in our traditional phone
counseling and for which we are recognized throughout the credit
counseling industry.

NFCC Certificate of Recognition
We are proud to recognize Credit Counselor, Randi Gosselin, who was presented with a
Certificate of Recognition for outstanding accomplishments by the National Foundation
for Credit Counseling (NFCC) as well as being nominated for the ‘2012 Counselor of the
Year’. Randi’s accomplishments were additionally acknowledged by
Susan Keating, President and CEO of the NFCC. The NFCC established the Professional Achievement and Counseling Excellence
(PACE) awards and 2012 marked its 39th year of honoring its members.
We are extremely delighted for Randi and proud to learn that one of our
counselors had been acknowledged by the NFCC with such esteem.

Randi Gosselin
Credit Counselor

2012 Credit Counseling in Numbers
• Budget, Credit & Education Sessions Conducted

28,243

2012 Credit Counseling Client Profile
• Average Number in Household
• Average Monthly Expenses
• Average Monthly Net Income
• Average Number of Credit Cards
• Average Credit Card Debt
• Average FICO Score

2
$3,779
$3,168
5
$27,005
627

Housing Counseling
Novadebt’s Housing Department experienced a
very eventful year in 2012. There were several new
programs implemented, one of which was a program developed specifically for non-delinquent
homeowners (NDQ). The NDQ Program looked
to fill a void in the housing counseling industry.
Traditionally, counseling has focused on helping
consumers prepare to buy a home (pre-purchase) or
to help avoid losing their home (default/foreclosure
prevention). The new counseling approach, developed by Novadebt’s Housing Management Team
and the Homeownership Preservation Foundation
(HPF), focuses on clients who have remained

current with their mortgage but have questions
about available options. The program is designed to
counsel and assist homeowners in meeting their
goals related to their present mortgage situation.
This can range from continued sustainability to
exploring alternative options in the event
sustainability cannot be achieved. The outcomes
of this type of session are dependent upon the
homeowner’s situation and range from just 1
session to a total of 3 sessions over a 90-day period.
In some cases, lender contact is necessary and in
others, the client’s questions and concerns can be
resolved entirely by Novadebt.

“It feels good to know that
reputable companies like
Novadebt are here to help
families. You are absolutely
reliable. Thank you for almost five years of service
without default.”
DB from Washington

2012 Housing in Numbers
Foreclosure Prevention Counseling Sessions
Post Modification Sessions
Reverse Mortgage & Pre-Purchase Sessions

50,949
5,644
331

2012 Housing Counselor of the year
John Baumgart

John Baumgart
Counselor

John Baumgart has been employed as a Novadebt Housing
Counselor for 2 years. In that time, he has helped thousands of clients and their families develop budgets, track
spending and avoid foreclosure. In 2012, John offered
foreclosure prevention, education and resources to more
than 900 clients. John not only addressed the clients’ issues with his vast knowledge and problem solving skills,
but more importantly did so with compassion and empathy. One client sent Novadebt the following compliment
regarding John, “I am used to being the therapist helping
others. As someone on the receiving end of ’counseling‘, I
want to tell you how helpful it was for Jenny and I to have
your support the other night. If you don’t know this already, you make a huge impact on the people you support.
These are brutal times and your work is very important –
possibly lifesaving for some people. We wish you well in
all you do.”
In addition to his role as a Housing Counselor, John has
also aided with training, mentored and fostered new counselors in our Roseville, MN location and is considered a
“point of contact” with more complex client situations.
John strives for excellence every day and does it not for
accolades, but because he cares. Novadebt is very proud of
John and the difference he is making in so many lives.

“I could not have made it
without the help and support of Novadebt. I am so
grateful. Even now that
times are harder, I know I
have the support I need
to make it.”

2012 Housing Client Profile
Average Number in Household
2
Average Monthly Expenses
$4,171
Average Monthly Income
$3,778
Average Home Value
$219,127
Average Credit Card Debt
$8,314
Average FICO Score
611

FT from
Washington, D.C.

On the Horizon
Student Loan Alliance
Novadebt is proud to be a founding member of the Student Loan
Alliance (SLA). The SLA is a nonprofit organization committed
to finding solutions to mitigate the student loan crisis and is a collaboration of 8 of the country’s largest nonprofit consumer credit
counseling agencies. Together, SLA member agencies assist over 4
million consumers each year.
The gravity of the student loan crisis is staggering. Currently over
37 million borrowers have student loan debt, with nearly two-thirds
of all students relying on student loans. One-in-five households are
dealing with student loan debt and the total outstanding student
loan debt in the U.S. has reached $1 Trillion.

“I always felt Novadebt
was dedicated to my success. I am so glad I found
this program. I am almost
done with my commitment and it feels great.”
CG from Idaho

The mission of the Student Loan Alliance is to identify, develop
and provide solutions to mitigate the national student loan crisis by
promoting partnership, borrower outreach, and counseling and education. Novadebt is committed to helping consumers with the
growing student loan crisis and proud to serve as a founding member of the Student Loan Alliance.

“Novadebt is one of the
finest organizations I
know. They are consistent, competent, and
above all, trustworthy. I
don’t know where I would
be without them.”
RP from New York

Information Technology Enhancements

Information Technology Statement

In 2012, Novadebt announced the appointment of Gene Doody to the position
of Chief Information Officer. As the organization’s first Chief Information Officer, Gene brings more than 28 years of IT
leadership experience and has served as a
CIO and senior technology executive in
both the public and private sectors, accumulating strong operational and organizational leadership experience in managing
complex IT environments. Gene has a
successful track record of managing complete information management system
strategies for these organizations, which
has contributed to his commitment to applying IT best practice principles and disciplines. His approach is to provide
transparency into his department’s activities while delivering a high level of customer service. Gene’s experience and
technical expertise allow him to align
technology delivery to the goals and values of the organization. Gene’s strong interpersonal and communication skills are
key to driving compromise and consensus
amongst business and IT professionals.
Gene earned his Bachelor of Business Administration degree in Accountancy & Information Systems from Pace University
in 1985 and currently lives with his family
in Margate City, NJ.

The goals for the IT Department in 2013
will be to focus on a strategy where mission,
process and technology converge. The IT
Department has already begun an evolution
to enhance its execution of the organization’s mission and commitment to customer
service, and is expanding the engagement
model with the business in order to identify
opportunities for process improvements.
The IT Department will focus on developing and delivering purpose-built solutions
that leverage technology while supporting
the business goals through increased capability and improved efficiency. We must
constantly evaluate our processes and products to ensure we implement the best solutions for our customers, while maintaining
our longstanding commitment to the organization’s mission.
The safeguarding and security of our client
data and other sensitive data is critical to
the organization’s success and that is why
the Information Technology department
will build on its successes of 2012 in this
area. Security will continue to receive priority and focus from the IT Department as
we see more state legislation enacted requiring us to demonstrate that we possess a
comprehensive security strategy in how we
gather and maintain customer data. We
recognize that our corporate reputation is a
key factor when clients choose Novadebt to
assist them with their financial needs.
The Information Security Department is
committed to Novadebt’s mission of providing “services with compassion and the utmost commitment to quality and integrity”
to all of our customers.

Financial Summary
Less than 1%

Total Revenue

30%

46%

$24,611,433

23%
Grants, Contributions & Service Contracts
Client Fees
Creditor Contributions for DMP
Bankruptcy Counseling & Education
Other Income

Less than 1%

11%
Total Expenses

$23,823,585

88%
Program Service Expenses
Management & General Expenses
Fundraising Expenses
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Joel Greenberg
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Todd Suler
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Counseling & Education
Cindy Ferraro-Anders
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Basil P. Katsamakis
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Richard N. Hale
Louis W. Jennings
William W. Lawrence
Leslie L. McKnight, Ph.D.
Graham S. Rose
Donald R. Collins
Board Advisor

American Express

Thank You
2012 Major
Contributors

Bank of America
Capital One
JP Morgan Chase
Citigroup
Discover
GE Capital Retail Bank

Homeownership Preservation Foundation (HPF)
HSBC
Illinois Housing Development Authority (IHDA)
National Foundation for Credit Counseling (NFCC)
New Jersey Housing & Mortgage Finance Agency (NJHMFA)
US Bank
US Department of Housing & Urban Development (HUD)
Wells Fargo

Affiliations, Memberships & Accreditations
Association of Independent Consumer Credit Counseling Agencies
Better Business Bureau
Council on Accreditation
Home Preservation Foundation
National Federation for Credit Counseling
Student Loan Alliance
U.S. Department of Housing and Urban Development

SM

225 Willowbrook Road
Freehold, NJ 07728
Phone (732) 409-6281
Toll-Free (800) 772-4557
www.novadebt.org

Like Us: www.facebook.com/Novadebt
Follow Us: www.twitter.com/Novadebt
Join Us: www.linkedin.com/company/Novadebt

