THE NEXT LEVEL
Learn how Afni took a
pilot program to a 25-year
partnership.

After two plus decades of outstanding service, Afni is still finding new ways to exceed
expectations for a Fortune 50 partner.

The Opportunity
In 1996, Afni began providing basic call center services to a Fortune 50 telecommunications
company. As the collaboration grew, the partner was interested in Afni’s recommendations for
improving efficiency and reducing costs. Two plus decades later, the partner rates Afni as its
number one vendor providing the highest percentage of outsourced headcount and the most
lines of business—across both the consumer and small-business divisions.
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The Solution
Afni’s leaders approached their partner with a pilot program based in the Philippines that
would begin with 100 agents with expertise serving telecommunications customers. The
pilot was an extension of Afni’s comprehensive inbound voice care program focused on
customer experience, issue resolution, and account retention.
In addition, Afni utilized its Right Start model to ensure that all future growth met and
maintained the highest performance standards (The Right Start methodology sets a strong
foundation by investing in program leadership prior to bringing agents online). The
operations team would then grow the agent base to match service demand with a focus on
hiring candidates with the top skill assessment scores and developing their capabilities
with Afni’s Foundation Skills Training—a blended learning curriculum built on the tripod
of customer, culture, and communication.
Real Results
Through Simulated Learning, improved processes, strategic offshoring of services, and
right-sized staffing, Afni improved customer experience results and outperformed onshore,
long-term partners. Today, Afni holds the number one global position in the partner’s vendor
rankings related to call center performance and efficiency. Afni utilizes more than 1,000
agents to serve the partner’s customers, and the relationship continues to grow.
“It’s been our pleasure to expand this partnership over the last 20+ years, and it’s been a
great source of pride to help them exceed their service, efficiency, and budget goals,” says
Khalid Khursheed, Afni’s Vice President of Philippines Operations. “From recruiting elite
talent to developing cutting-edge tools for fraud prevention and risk mitigation, Afni is
committed to finding new and innovative ways to take our partners to the next level.”

About Afni
Afni provides customer engagement solutions at each step in the customer journey. Our performance, consultative approach, and industry
expertise have earned the trust and partnership of many of the world’s leading brands. We’re a mid-sized Business Process Outsourcing (BPO)
with the ability to scale to your needs, plus the flexibility to deliver real results quickly. Customer growth, care and retention, consumer
collection, insurance subrogation, and more. Start a conversation with us to learn more.
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