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www.firstsource.com

►  First pure play BPO company in 
     the world to be certified ISO  
     20000
►  First Indian BPO company to   
     achieve the ISO 27001 security 
     standard

Our technology infrastructure is designed to enable your business to 
deliver peak performance and maximum value. We ensure a 
well-tuned, scalable and well-configured network with resilience and 
security. 

Intelligent voice network
Self-healing, inter-connected redundant network with multiple Points of Presence (POPs) in the US 
and the UK ensures high voice quality and zero call drops.

24X7 Network Operations Center (NOC)
Monitors all active devices 24/7, 365 days, to ensure minimum downtime.

Platform independent integration expertise
Proven track record of managing complex integrations across technology platforms.

Knowledge management systems
Investments in Microsoft SharePoint  and other systems to ensure optimal use of information assets.

Proprietary in-house applications
Firstsource has developed extensive intellectual property including:

►  i-lens  – A cost-effective third party sales verification solution that helps in building MIS, error tracking, 
    reconciliation and monitoring of quality
►  i-Leverage  – An integrated web-based CRM solution with the flexibility of remote login and support 
    for a third party model
►  Discovery – A suite of applications that support various business and workflow management functions

“Firstsource’s ability to handle complex business initiatives in accelerated timelines and yet be flexible has been 
demonstrated time and again. Despite the many challenges associated with a multi-center, multi-city operation, they 
have managed seamless transition of operations against tight deadlines.”

Outsourcing Manager – Leading UK Motor Insurance Company



    Scale & Reach
    More than 17,000 people in 
     centers across
►  India
►  US
►  UK
►  Argentina
►  Philippines

Firstsource Solutions helps global corporations maximize their business process investments. Our solutions have 
delivered results for over 70 clients, including Fortune 500 and FTSE 100 companies in the Banking, Financial Services &  
Insurance, Telecommunications & Media and Healthcare industries. We leverage domain expertise, high quality talent, 
process excellence, technology and robust business continuity planning to offer measurable benefits. Our clients 
experience reduced costs, increased productivity and better end customer satisfaction.

Firstsource is a global business process services provider with a footprint across four continents. Our global delivery 
model blends nearshore, onshore and offshore operations to offer clients the right option for their needs.

Diverse Client Base

►  3 of the 5 largest US banks
►  6 of the 10 largest US credit card companies
►  UK’s leading media company
►  Top 5 UK bank
►  3 Fortune 100 healthcare companies
►  2 of the world’s top 10 telecom companies

Industry Recognition

►  Among International Association for Outsourcing Professionals (IAOP)
     ‘Global Outsourcing 100’s Rising Star’
►  Ranked among the top 10 BPO companies in 2007 by NASSCOM
►  Ranked third in BusinessWeek's list of 'Hot Players' in the Offshore 
     Outsourcing World-call centers list

Telecommunications & Media
  Customer acquisition

      Provisioning and fulfillment
      Customer service
      Billing support
      Churn management
      Collections
     Technical support

Healthcare
     Mail and document management

      Claims processing and pricing
      Claims adjudication and adjustment
      Provider database maintenance

Partnership
Firstsource has a strategic 
partnership in North America with 
Metavante, a leading provider of 
banking technology and payment 
processing solutions

 Banking, Financial Services & Insurance

   Deposit operations
      Loan servicing
      Customer service
      Remittance and item processing
      Forex transactions

  Card Solutions
     Account solicitation
     Account servicing
      Fraud management

  Mortgage
      Loan origination processing
      Loan servicing
      Regulatory compliance

 Insurance
      Quotation requests
      Policy amendment/cancellation
      Data and trend analysis

Firstsource delivers innovative business process management services across key verticals.

Solutions Spectrum

Firstsource provides solutions that help clients manage the entire customer lifecycle. These cover:

Customer Acquisition - inbound / outbound sales to applications processing
Customer Management - multichannel customer support, transaction processing, customer 

                                            loyalty and retention programs
Billing & Collections - early, mid stage and late stage
Business Research and Analytics - strategic research and financial / consumer analytics

"Our prime consideration in choosing our partner was that we could be confident that they would be as passionate 
about delivering our brand promise and improving our customer experience, as we are. From the outset, Firstsource 
demonstrated a flexibility and willingness to shape their operating model to provide high level of integration with our core 
business.”

Managing Director - A Leading UK Telecom Company

“Through our partnership with Firstsource we have leveraged their strengths in process management and skilled 
resources to improve both our processing windows and accuracy, the product of which is better service at a reduced 
cost.”

Senior Vice President -  A Large US Bank

   Awards

Our Process Excellence framework is built on process management and improvement. It integrates best practices from 
proven methodologies that include Six Sigma, TQM, BPMS, Lean and COPC standards. These programs consistently 
deliver improved client performance through: 

Quality is intrinsic to Firstsource and we constantly strive to improve our process platforms by benchmarking against global 
standards. We were the first BPO in the world to achieve COPC-2000 CSP certification for back office processing.

Firstsource has innovative programs and measures to attract, retain and grow high quality talent. We customize our 
recruitment plans based on client needs to enable quick ramp ups. Our employees’ skills and capabilities are enhanced 
through customized training programs. This talent is then deployed based on skill set mapping and aptitude to maximize 
delivery performance.

reduced turnaround time
enhanced productivity
increased customer satisfaction
superior business outcomes

Process Excellence

People Practices

►  National Outsourcing Association (NOA) award for best  
     Telecom outsourcing project, 2007
►  Won awards for "Best Defect Elimination in Services & 
     Transaction" and "Best Design for Six Sigma" at the 
     IQPC Six Sigma Excellence awards, Singapore,
     June 2007
►  First place in the "Best Defect Elimination in Services &   
     Transaction" category at the IQPC Six Sigma   
     Excellence awards, London, April 2007 
►  Second place in the healthcare category at the IQPC Six 
     Sigma awards, Orlando, January 2007
►  Won “Financial services outsourcing project of the year” 
     and “Offshore operation of the year” from National 
     Outsourcing Association (NOA), September 2005

Global Presence

Comprehensive services across verticals

What sets us apart

  Banking

      Custody operations & fund services
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