
Collections Case Study



Synergy Case Study WIP
Synergy is an existing outsource partner for Flow Energy Customer 
Services dealing with inbound and email service enquiries.  

Post acquisition by Coop Energy in May 2018, Flow Energy’s 
business needs took a different direction with focus given to the 
significant operational challenges around unbilled customers and 
debt collection.

Flow Energy decided that every customer debtor needed to go 
through a full and robust debt collection process that had been 
developed across the wider business. The process was started 
with the support of Synergy in August 2018.

Synergy Case Study WIP
Synergy is an existing outsource partner for Flow Energy Customer 
Services dealing with inbound and email service enquiries.  

Post acquisition by Coop Energy in May 2018, Flow Energy’s 
business needs took a different direction with focus given to the 
significant operational challenges around unbilled customers and 
debt collection.

Flow Energy decided that every customer debtor needed to go 
through a full and robust debt collection process that had been 
developed across the wider business. The process was started 
with the support of Synergy in August 2018.

Flow Energy Case Study
Synergy is a long-standing partner for Flow Energy which is part of the 

Coop Energy Group of energy suppliers.

Following acquisition by Coop Energy in May 2018 it was determined 

that Flow Energy had a key requirement to further expand its team to 

recover long-term outstanding payments from delinquent accounts.

Flow Energy established that all outstanding customer debt required 

thorough investigation with the objective of recovering revenue whilst 

remaining sensitive to providing customers with a positive experience.

The process was started with the support of Synergy in August 2018.



Flow Energy’s focus 
was on:
• Creating a dedicated inbound and 

outbound debt collection team for their 
“pay on receipt of bill” customers for 
both live and final debts.  

• For inbound use a discreet 0800 
number presented on the reminders so 
the customer has a dedicated team to 
contact

• For outbound use a predictive dialler to 
get through the volume of contacts that 
needed to be made 

• For live accounts there were c8k 
customers in debt that needed to go 
through a full collection process which 
would then create a significant amount 
of activity post the reminder around 
making payments, wanting to make an 
arrangement to pay and queries around 
the balance on the bill.  

After carefully mapping the 
processes the operation in 
Synergy went live in 
September 2018:
• Handling inbound calls generated from the 

reminder letter focusing on cash collection, 
making arrangement to pay and setting up 
customers on direct debit for future bills

• Making outbound calls at certain points 
through the collection process with again the 
focus the same as the inbound call around 
cash collection etc.

• The DNA for the agent had to be more sales 
than service focused to ensure we got the 
required results.

Synergy provided Flow with a minimum of 10 agents daily to support this 
project mobilising the team within 2 weeks. 
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• Inbound contact was generated 

following an SMS, email and postal 

campaign with the objective to 

collect cash on the call and set up 

Direct Debits for ongoing regular bill 

collection

• With so many delinquent accounts 

owing substantial amounts of money 

there remains a need for ongoing 

contact to “remind and collect” 

• The collections process is ongoing

How Synergy helped 
Flow Energy

• Synergy quickly built and trained 

a team of 10 executives to manage 

inbound and outbound customer 

contact with the objective of 

recovering outstanding payments 

from current and final bill customers

• To ensure no additional customer 

costs were incurred a dedicated 

0800 line was established which 

permitted customers to directly 

contact our collections team.

• Due to the volume of customers 

in debt, a predictive dialler was 

incorporated and an outbound 

strategy implemented to encourage 

immediate settlement, partial cash 

payments and re-payment plans



Over the January 2019 the team delivered:

In Conclusion:
• In this three way performance trial Synergy has 

consistently outperformed Flow Energy’s Onshore and 
Cape Town collections teams from day one

• Synergy collections provided this service to Coop Energy 
at 50% below the UK cost

• Synergy provides clear performance and cost benefits for 
our energy clients across all energy business functions

Inbound Results

Inbound Calls Handled 3610

Cash Per Call £ 53.11

Conversion 45%

Total Cash Collected £ 191,730.20

Calls where Direct Debit Set Up 317

Direct Debit Conversion 9%

Quality Score 98%

Outbound Results

DMC’s 753

DMC % 56.76%

Negative DMC % 76.63%

Positive DMC % 23.37%

Collections Volume 104

Conversion on Positive DMC 59.09%

Revenue Collected £ 8,024.65

Average Payment Value £ 77.16

Direct Debit Conversion on Positive Outcome 30.11%

QA 96%

Over January 2019 the team delivered:

In conclusion:
• This activity was a three way performance trial between Synergy and incumbent contact centres 

in the UK and Cape Town 

• Synergy outperformed both incumbents by collecting a significant amount of additional revenue 

over the other two centres

• The cost to Coop Energy for this service was approximately 50% below that of the UK centre

• Synergy continues to demonstrate clear performance, QA and cost saving benefits across all 

energy business functions when compared against UK contact centres



Endorsement
“When we acquired Flow Energy in May of this year, we inherited the contract with 

Synergy. Though we did not select the team we have seen that the team in South 

Africa have consistently shown willingness to support and work as a partnership 

with Flow Energy.

The capability within the Customer Services team, in terms of front line 

advisors and at Team Leader level have demonstrated they have understood 

our requirements and more importantly consistently delivered against KPIs and 

measures of success. And also react when they have needed to. This has more 

recently enabled us to outsource all of our Customer Service Voice and Email 

activity to Synergy. We also asked for support across additional work streams 

including collections where performance against KPIs has been strong from a 

standing start.

We have always found them to be capable and willing to learn new skills and would 

certainly recommend the Durban based team as a credible alternative to a UK or 

offshore outsourced company. Key measure here is we receive minimal complaints 

around our service being provided from South Africa.

The people, the delivery, the value added services and the commercial benefits, 

make Synergy and the team a compelling offering for any business.”

Edward Tarelli, COO
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