
Collections Services

Introduction

Efficient collections management has been the differentiating 

characteristic of successful companies. It is an ongoing challenge 

to proactively manage accounts to avoid receivables losses, while 

ensuring minimal costs for such transactions.

Decision makers today understand that outsourcing is not just 

about savings on costs but more importantly about improving 

overall performance and service levels. Given this reality, most 

companies are looking towards outsourcing collections 

management to specialist business partners who would help 

them improve their cash flows by reducing their outstanding. 

This is achieved by convincing the creditors to make faster 

payments, while maintaining low operating costs.

We provide collections services to clients across the U.S. and U.K. 

Our exemplary performance has lead to our clients using us 

as a benchmark for their other collection centers. As a direct 

benefit, each of our clients has requested us to ramp up our 

facilities for enhanced support.

MphasiS brings to the table domain knowledge especially in 

the BFSI segment, which makes the partnership far more involved, 

than a simple servicing endeavor. Our professionals have closely 

worked with our clients to identify opportunities for measurable 

value creation. We currently handle approximately 50 million 

transactions per annum (on a run rate basis), of which a third is 

related to collections.

MphasiS - your Business Partner in
Collections Management
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MphasiS collections management

*
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that identify individual skill sets and knowledge, 

and then align them with specific requirements 
We provide services in inbound and outbound 

of the role, our corporate culture, client expectations 
collections starting from Over the Credit Limit 

and our business goals. Our people development 
through the 6 buckets  . We have over 450 Full Time 

process for collections efficiency spans effective 
Equivalents (FTE's) associated with the collection 

stages of development right from hiring to lateral 
programs. We have been rated against stringent 

or vertical growth. At each stage we engage 
SLAs and have consistently surpassed the target levels.

performance monitoring like dialer report and team 
Categories identified using our risk-based approach are assigned 

score cards, etc., to grow them through the stages 
specific buckets for point communications. An inbound call for 

and contribute to client objectives.customer service is automatically routed to our collections 

officers offshore who will use the appropriate flows for the right 

bucket and elicit a relevant response.

We understand the technology requirements of the 

clients to provide robust and time tested frameworks 

for workflows and analytics, which we combine 

with our business process experience to build 

customized solutions in collections services.

We provide seamless world-class technology and 

exceptional transaction handling to ensure 

completeness, accuracy and validity of all data. 

We develop partnerships with our clients built on 

transparency, good communication and close 

cooperation.

Our people are our competitive advantage. 

From recruitment to training and grooming 

our people to be smart collectors we have processes 

Some SLAs on which we are measured:
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Smart collectors

Manpower Efficiency

Productivity

Reporting

Overall Performance

Collector Efficiency

Call Monitoring

Average Handle Time (AHT)

Call Quality 

Kept Rate for different card types

Abandon Rate

Service Levels

Hiring

Training

Learning Curve

Fully Productive in Early 

Stage Collections

Being a Smart Collector

Opportunity to Late 

Stage Collections

Lateral or Vertical growth
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Our collection skills are determined by these 7 areas: 

Opening

Bridging
Addressing
Collection
Challenges

Negotiating
Creating
Urgency

Discovering
Important
Cardholder

Info

Closing

At MphasiS we develop collection strategies tailored to 

client-specific requirements. We work on  each process 

sequentially, ensuring that aggressive SLAs are met and 

exceeded, before moving on to the next one. Our robust 

resource management systems provide  the flexibility for 

ramp-ups on short notice. Communication channels are 

streamlined and strict quality control measures are 

instituted. 

Following is a collections strategy that we successfully 

developed for one of the largest service providers in 

North America:

Challenge:

Solution:

n

n

n

* Collections Efficiency

nA case study in collections service
n

Client:

n

n

n

Optimizing inbound customer process to reduce costs, 

increase productivity and operating efficiency. The main 

focus is on educating the customer on credit card usage 

and promoting payment through debit card.

Understanding modalities of payments (mode of 

payment, date of payment, payment instalments,

etc.)

Issues in payment amounts

Not having received the current statement as a 

result of change in address

Program overview:

We started operations in January 2003 in our Bangalore 

location in India. Operating on a 10-hour window on 

weekdays and a 4-hour one on weekends, we handle 

approximately 972,000 calls per year. Some of the 

parameters on which we are being measured are:

Average Handle Time (AHT)

Call quality (based on a number of parameters 

established by the client)

A U.K. based, Fortune 500 company, and one of the Kept rate for different card types

largest issuers of credit cards to over 48 million Abandon rate

customers worldwide. Service levels

On this program MphasiS currently provides payment 

assistance to customers who are in buckets 1 and 2. The 

customer is provided with various payment options like  

abandon rate direct debit, online payments, etc. The 

inbound collections team responds to direct phone calls 

from customers who could be calling in for varied 

reasons:
CE*

Kept Rate

Promise Rate

Contact Rate

Penetration Rate

Average 
Payment 

Size

Collection Cycle Pyramid

Quality Measures
   Productivity Measures

$$ Collected per hour, 
Promises kept per hour

Negotiating

Creating urgency, 
Closing

Opening

Determined by 
collection strategy 

Bridging, Creating urgency,
 Addressing challenges

Linking Collection Goals to Skill Usage 
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UK : MphasiS, Southbank House, Black Prince Road, London SE1 7JS, United Kingdom
Tel: +44 20 7463 0601   Fax: +44 20 7735 1555

USA : MphasiS, 460, Park Avenue South, Suite # 1101, New York, NY 10016, U.S.A. 
Tel: 212 686 6655   Fax: 212 686 2422

INDIA : MphasiS, Kshema Dhama, # 1, Global Village, Mysore Road, Bangalore 560 059, India
Tel: +91 80 2860 3600   Fax: +91 80 2860 3372
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Our performance against the SLAs has clearly indicated 

measurable value for the customer. The process has 

met and exceeded all client SLAs.

Benefits:

Program: call service 

MphasiS

Summary
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AHT has progressively come down and we've ensured 

100% productivity. Efficiency has been optimized 

through the specific training modules that have been 

developed for providing voice, accent and cultural 

training.

MphasiS is a leading provider of R&D-Product 

development, Business Process Outsourcing and 

Contact Center Services to Global 2000 companies. 

We follow stringent information security and quality 

standards (ISO 9001:2000, BS 7799, SEI CMMi 

Level 5 and Six Sigma certified). Our expertise 

and experience enable businesses to reduce costs

and increase process efficiency. We cater to diverse 

industries such as Mobile/Telecom, Retail, Embedded 

Systems, Industrial Automation, Consumer 

Electronics, Financial, Logistics, Insurance, ISVs.

We have successfully met the following technology 

requirements:

ICM (Geotel) integration for virtual call center 

load balancing

MphasiS BPO Services ACD at MTC-London 

integrated with client carrier cloud for real time 

call distribution based on agent/skills availability

Call recording in India on NICE log

Application access on Citrix

Calls delivered at MTC-London on carrier ISDN E1s

Agents in India log on to London ACD as remote

agents

Skill management using on-line CMS Server

At MphasiS, we provide business process flexibility to 

respond to market and competitive threats through 

intense domain and process expertise, sustained 

quality, robust infrastructure and people power. Our 

process performance is driven by Quality Assurance 

(QA), Management Information Systems (MIS) and 

Business Analysis Teams, which monitor business and 

client performance. Our business activity monitoring 

tools help to track performance against SLAs and 

internal benchmarks. 

High-response calls Broad scale calls
Cards issued to citizens with low 

credit rating - cards carry low 
credit limits.

Cards issued to citizens with high credit 
rating and are relatively more affluent 

- cards with higher credit limits.

Types of calls serviced 

Payment 
calls 

Requests for 
credit limit 
increases

Dispute over
limit/late fee

Requests 
for refunds

Dispute and 
fraud related 

questions

Setting up 
direct debit 

Third party 
calls

Hardship 
calls 

Queries on
missing 

payments

Debit card 
payments 

Third party 
debt 

management
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