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1. Revenue Services Overview
This SOW 2, Level 2 Document describes the general scope and functions of the 
following components of the Revenue Services to be provided by EDS to the 
Province under the terms of the Master Agreement in respect of all In-Scope
Programs for which the Province requests any such Revenue Services (whether 
initially requested as of the Commencement Date, or later requested during the 
Term pursuant to the Revenue Management Operating Plans):

• Bill Presentment and Remittance.
• Collections.
• Customer Service.
• Account Management. 
• Strategy, Performance and Quality.

The Revenue Services for each of the above-noted components are more
particularly described in Appendix A - In-Scope Program Matrix attached to the 
SOW 2, Level 2 Document.

1.1 Bill Presentment and Remittance
EDS will perform Bill Presentment and Remittance Services (process bills where 
applicable and incoming remittances, reconcile returns and cheque stubs to
cheques and electronic payments, and deposit the funds in the applicable Province 
bank accounts) for all In-Scope Programs for which the Province requests any 
such Bill Presentment and Remittance Services (whether initially requested as of 
the Commencement Date, or later requested during the Term pursuant to the 
Revenue Management Operating Plans). 

All EDS Revenue Management Services staff performing Bill Presentment 
and Remittance functions will continue to have access to all systems 
currently in use by the MPR staff.  These systems include (but are not limited 
to) the following.

• R&PB (Registration and Premium Billing System) – Medical Services 
Plan (MSP) Data Base

• Note Codes (attached to R&PB System) – MSP Account Comment 
Data Base

• Preference (attached to R&PB System) – MSP Account Code 
Description and referral and contact numbers

• LAS (Loan Administration System, AKA, CLAS) – Collection Loan 
Management Branch (CLMB) Data Base

• GARMS (Government Agents Revenue Management System) –
Government Agents Daily Financial Transaction
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• ABIS (Ambulance Billing Inquiry System) – Emergency Health 
Services Commission (EHSC) Data Base

• CMS (Cheque Management System) – Cheque Enquiry System
• CAS Oracle – Financial Management Reporting
• CAS Discoverer – Financial Management Reporting
• CICSPH – Upload System used for MSP Dishonoured Cheques and 

handling CareCard System Items
• CICSPK – Client Registry System
• PAE (Payment Authority Engine) – Used to send Premium Refund file 

to Provincial Treasury
• MCASH (Miscellaneous Cash) – Used to key and upload MSP Cash 

Adjustments
• MHS Content Manager – Imaging viewer
• MSP Sub-Ledger Detail – Customized Program using Delphi Software
• Write-Off Program (Excel Spreadsheet) – Monthly MSP premium 

Write-Off
• TACS
• RITB
• RAPPS

Tax Remittance

EDS will perform the Remittance Services for the following tax Programs as of 
the Commencement Date:

• Consumer Tax.
• Property Tax.
• Income and Corporate Tax.
• Mineral, Oil and Gas. 

Non-Tax Bill Presentment & Remittance
EDS will perform the Bill Presentment and Remittance Services for the following 
non-tax Programs as of the Commencement Date:

• MSP (Group and Direct).
• Such other non-tax Programs as determined by the Parties in the 

Revenue Management Operating Plans.

Non-Tax Remittances
EDS will perform the Remittance Services for the following non-tax Programs as 
of the Commencement Date:
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• Bus Pass.
• Ambulance.

1.2 Collections
Collections Overview
EDS will perform Collection Services in accordance with the agreed upon
Principles of Collection (described in this SOW 2, Level 2 Document) in respect 
of all In-Scope Programs for which the Province requests any such Collection 
Services (whether initially requested as of the Commencement Date, or later 
requested during the Term pursuant to the Revenue Management Operating
Plans).

As part of the Collection Services, EDS will perform the following functions for 
the Programs listed below as of the Commencement Date (each of which is more 
fully described in Section 3 of this SOW 2, Level 2 Document).

• Debtor Contact – interaction with debtors using a combination of 
activities.

• Program Ministry Interactions – interaction with Program Ministries.
• Private Collection Agency Management – establishment and

maintenance of PCA relationships.
• Skip Tracing – performance of skip tracing activities to locate debtors 

and their assets.
• Policy Compliance – compliance with Province policies relating to 

collection activities.
• Collection support activities and general administration activities.
• Support for Government Administered Collection Actions - document 

preparation for Province authorization.

Initial Programs for Commencement Date include:

• MSP – Medical Services Plan premiums due to the Ministry of Health 
Services – Pay Direct and Group Accounts.

• Ambulance – overdue Ambulance fees due to the Ministry of Health 
Services.

• BCSAP – British Columbia Student Assistance Program debts due to 
Ministry of Advanced Education.

• MHR – employment and assistance debt and court restitution orders 
due to the Ministry of Human Resources (Employment and Assistance 
Benefits, Court Orders).

• MHR – Immigrant Sponsorship debt due to the Ministry of Human
Resources.
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• Ministry of the Attorney General – unpaid Court Fines (non motor 
vehicle).

• Miscellaneous portfolios, as outlined in Appendix C - In-Scope
Collection for Miscellaneous Programs attached to the SOW 2, Level 
2 Document. 

Out-of-Scope Collection Functions
For greater clarification, the following functions relating to the collection
activities will remain the responsibility of and will be performed by the Province, 
and accordingly, they are out-of-scope and do not constitute or otherwise form 
part of the Services to be performed by EDS under the terms of the Master 
Agreement:

• Creation of receivables (Enrolment).
• Temporary Premium Assistance Administration for MSP.
• Home Owner Grant Administration.
• Commercial Loan Program Administration.
• Authority for use of Government Administered Collection Actions.
• Extinguishment or compromise of government debt.
• Write-off of government debt relating to the Programs.
• Litigation document preparation, initiation of court proceedings, and 

conduct and monitoring of litigation process.
• Account management processes supporting all out-of-scope functions 

listed above.

EDS is not providing legal advice or legal services as part of the Services, all of 
which will remain the responsibility of the Province.

Business Transformation
As part of the RMS Build and Transform Services, EDS will develop an
integrated solution that will transform the Collection Services to fully integrate 
and leverage them with the RMS Build, as more particularly described in the 
SOW 4 Documents.  In particular, the RMS Build and Transform Services will 
include the following capabilities in support of the Collections Services, in each 
case, as more particularly described in the SOW 4 Documents:

• Work and case flow management.
• Collector contact management (including daily organization of work 

requiring follow-up).
• Payment and deferral arrangement creation and tracking.
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• Risk scoring and decision components to segment collection
portfolios, build work queues, and experiment with alternative
collection strategies.

• Telephony support to efficiently route incoming contacts and manage 
outbound calls.

• Performance reporting and monitoring.

1.3 Customer Services
The Customer Services include customer care activities which facilitate voluntary 
compliance of payment of amounts owing to the Province.  EDS will perform
Customer Services in respect of the In-Scope Programs for which the Province 
requests any such Customer Services (whether initially requested as of the
Commencement Date, or later requested during the Term pursuant to the Revenue 
Management Operating Plans).  The Customer Services include the following (as 
more particularly described in section 4 below):

• Support services, including responding to customer queries regarding 
billings, refund requests, transfers between accounts, lost payments
and other anomalies in the billing process. 

• Responding to referrals from the Program Ministries to address
customer inquiries regarding billings.

• Responding to inbound customer requests received by the telephone, 
email or written correspondence (letter or fax) directly from
customers, their representatives, the Ministry, Program Ministries and 
other government agencies.

1.4 Account Management 
EDS will provide Account Management Services (administer the financial
accounting processes throughout the revenue management cycle including
account adjustments, sub-ledger maintenance, and accounts receivable and
revenue reporting and reconciliation), as more particularly described in section 5 
below, for which the Province requests any such Account Management Services 
(whether initially requested as of the Commencement Date, or later requested
during the Term pursuant to the Revenue Management Operating Plans).  As of 
the Commencement Date, EDS will provide the Account Management Services 
for the non-tax programs identified in 1.2 above.

1.5 Strategy, Performance and Quality

EDS will provide the Province with Strategy, Performance and Quality services in 
respect of the In-Scope Programs for which EDS is providing Revenue Services 
(whether initially requested as of the Commencement Date, or later requested
during the Term pursuant to the Revenue Management Operating Plans), which 
will include the following (as more particularly described in section 6 below):

Page 113 
FIN-2011-00158



 

- 6 -
VAN01: 2046487: v1

• Performance reporting.
• Analytics and strategy evolution. 
• Enhancements execution.
• Compliance.
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2. Bill Presentment and Remittance
Set forth below is a general description of the process flows for the Bill
Presentment and Remittance services.  Detailed procedures for the Bill
Presentment and Remittance services will be described in the SOW 2, Level 3 
documents.

Bill Presentment refers to statement printing for Programs such as MSP.

For more detailed responsibilities with respect to the processes described in
Section 2, refer to the Roles and Responsibilities matrix, section 2.12.

2.1 Bill Presentment Process Flow - General

BILL PRESENTMENT

PROCESS FLOW - GENERAL

PROCESS DESCRIPTION

• Electronic
File receipt

File receipt is the acceptance of input files for statement printing.

• Processing Processing is the arrangement of a print file.

• Statement
Printing

Printing is the imaging of file contents onto pre-printed forms.

• Mail
Insertion

Mail Insertion includes folding and stuffing of pre-printed materials, including:
• Statements.
• Informational inserts.

• Post
Processing

Post Processing is the management of postage on envelopes.

• Distribution Distribution is the process of managing the delivery of postage paid envelopes to 
the postal carrier and/or courier.

(1)

Electronic
File Receipt

(2)

Processing

(3)

Statement
Printing

(4)

Mail
Insertion

(5)

Post-
Processing

(6)

Distribution
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2.2 Remittance Services Process Flows
2.2.1 Remittance Services Process Flow – General

REMITTANCE SERVICES

PROCESS FLOW - GENERAL

PROCESS DESCRIPTION

• Mail Receipt Mail is picked up from Canada Post by a bonded courier and delivered to EDS 
processing centre.

• Mail Sorting Mail received from all sources is sorted by payment and correspondence grouping.

• Opening and 
Preparation

Mail is received and prepared for processing by program type and correspondence. 

• Forwarding Remittances and correspondence are distributed.

(5)

First Pass

(6)

Data Entry

(7)

Validation / 
Balancing

(8)

Second Pass -
Endorsement

(9)

Third Pass –
Fine Sort / 
Post Dates

(10)

End of Day 
Reporting

and Dispatch

(11)

Accounts and 
Controls

(12)

Records
Management

(13)

Research and 
Adjustments

(2)

Mail Sorting

(3)

Opening & 
Preparation

(1)

Mail Receipt

(4)

Forwarding
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REMITTANCE SERVICES

PROCESS FLOW - GENERAL

PROCESS DESCRIPTION

• First Pass First pass will capture the front and back image of the cheque and remittance 
stub/coupon, microfilm the cheque and remittance stub/coupon, and imprint audit 
trail information on the back of each cheque and stub/coupon.

• Data Entry The capture of return and payment data to upload to relative systems.

• Validation and 
Balancing

Validation and balancing ensures that the total value of credits (stubs/coupons) is 
equal to the total value of debits (cheques/settlement drafts).

• Second Pass 
Endorsement
s

Second pass cheques are matched against the MICR data information captured 
during “First Pass” to account for cheques.  Cheques are encoded with the dollar 
amounts captured or keyed in earlier process steps.

• Third Pass –
Fine Sort of 
Post-dated
Cheques

Batches of post-dated cheques and accompanying batch control tickets are sorted 
by value date. 
Detailed listings of post-dated cheques are generated and verified.

• End of Day 
Reporting and 
Dispatch

Data transmissions, images and reports are generated.
Daily courier packages are prepared and sent from a material subcontractor to 
EDS.

• Accounts and 
Controls

Processed cheques are prepared in accordance with the banking arrangements for 
each revenue stream.
Processed cheques are dispatched to the appropriate bank branch/processing 
centre, for deposit to the Ministry’s accounts.

• Records
Management

Physical records, including hard copies of imaged envelopes, coupons/stubs, and 
returns are managed and archived.

• Research and 
Adjustments

Exception processing to adjust payments on accounts (refer to Section 5.0 Account 
Management for additional information).

Page 117 
FIN-2011-00158



 

- 10 -
VAN01: 2046487: v1

2.2.2 Remittance Services Process Flow – Returns
Processing

RETURNS PROCESSING

PROCESS DESCRIPTION

• Image Returns Tax returns are imaged.

• Data Entry Tax return data is captured.

• Returns Forwarded 
to Province 

Returns are forwarded to MPR for further processing and filing.

• Update Batch 
Control

The batch control application is updated by EDS or by MPR .

• Repair Batch Errors Batch errors are resolved by EDS or by MPR.

• Reconcile Returns Batch reconciliation is done between batch control and the relevant revenue 
application by EDS or by MPR.

• File Batch Batches are filed by EDS or MPR.

2.2.3 Correspondence Process Flow

(2)

Imaging

(3)

Verify
Image

(1)

Send to 
Business Unit

(4)

Update System

(1)

Image
Returns

(2)

Data Entry

(3)

Returns
Forwarded to 

Province

(4)

Update Batch 
Control

(5)

Repair Batch 
Errors

(6)

Reconcile
Returns

(7)

File Batch
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CORRESPONDENCE PROCESSING

ALL REMITTANCE STREAMS

PROCESS DESCRIPTION

1. Send to 
Business Unit

Correspondence types that are non-payment related are sent to the respective 
business unit.  These include:

• Appeals.
• Refunds.
• Letters.
• Information Requests.

2. Imaging Correspondence is scanned and indexed.

3. Verify Image Images are verified against the paper document to ensure that the image is
readable.

4. Update System Images are uploaded to appropriate systems.

2.3 Medical Service Premium Plan (MSP) –
Process Flows and Descriptions.
2.3.1 MSP – Bill Presentment – Pay Direct and Group

This section follows the general process flow described in Section 2.1 above.

2.3.2 MSP – Remittance – Pay Direct and Group

This section follows the general process flows described in Sections 2.2.1 and
2.2.3 above.

2.4 Ambulance
This section follows the general process flow described in Section 2.2.1 above.

2.5 Consumer Tax
2.5.1 Consumer Tax – Social Service / Hotel / Municipal 

Tax

This section follows the general process flows described in Sections 2.2.1 and
2.2.3 above.

2.5.2 Consumer Tax – International Fuel Tax Agreement

This section follows the general process flows described in Sections 2. 2.1, 2.2.2 
and 2.2.3 above.
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2.5.3 Consumer Tax – Tobacco Tax

This section follows the general process flows described in Sections 2.2.1, 2.2.2 
and 2.2.3 above.

2.5.4 Consumer Tax – Motor Fuel Tax

This section follows the general process flows described in Sections 2.2.1, 2.2.2 
and 2.2.3 above.

2.5.5 Consumer Tax – Asset and Casual Payments 

(includes REG / COB and ACS)

This section follows the general process flows described in Sections 2.2.1, 2.2.2 
and 2.2.3 above.

2.6 Property Tax 
2.6.1 Property Tax – Rural Property Tax

This section follows the general process flows described in Sections 2.2.1, 2.2.2 
and 2.2.3 above.

(Returns Processing is applicable to Home Owner Grant only.)

2.6.2 Property Tax –Property Transfer Tax

This section follows the general process flows described in Sections 2.2.1, 2.2.2 
and 2.2.3 above.

2.6.3 Property Tax – Land Tax Deferment

This section follows the general process flows described in Sections 2.2.1, 2.2.2 
and 2.2.3 above.

2.6.4 Property Tax – School Tax

This section follows the general process flows described in Sections  2.2.1, 2.2.2 
and 2.2.3 above.

2.6.5 Property Tax –Miscellaneous / Search Fees

This section follows the general process flows described in Sections 2.2.1 and
2.2.3 above.
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2.7 Income and Corporate Tax 
2.7.1 Income and Corporate Tax – Corporate Capital Tax

This section follows the general process flows described in Sections 2.2.1, 2.2.2 
and 2.2.3 above.

2.7.2 Income and Corporate Tax – Insurance Premium Tax

This section follows the general process flows described in Sections 2.2.1, 2.2.2 
and 2.2.3 above.

2.7.3 Income and Corporate Tax – Logging Tax

This section follows the general process flows described in Sections 2.2.1, 2.2.2 
and 2.2.3 above.

2.7.4 Income and Corporate Tax – Mineral Land Tax

This section follows the general process flows described in Sections 2.2.1, 2.2.2 
and 2.2.3 above.

2.8 Mineral, Oil and Gas Tax
This section follows the general process flows described in Section 2.2.1 above.

2.9 Payments on Non-Tax Receivables
This section follows the general process flows described in Sections 2.2.1, 2.2.2 
and 2.2.3 above, with the exception of the following processes.

REMITTANCE  PROCESSING
COLLECTION REMITTANCE

PROCESS DESCRIPTION

• Review Remittance 
& Prepare batch 
(refers to 2.2.1 and 
2.2.2)

Collection related remittance will be sorted out separately from other 
remittances.

• Investigate
Exceptions (refers to 
2.2.3)

Identifies the correct account.

• Verify and Record 
Remittance Batch 
(refers to 2.2.1 and 
2.2.2)

Different processes are used for recording remittance batches depending on 
the Program Ministry business rules.

• Enter Coupon Data 
(refers to 2.2.1 and 
2.2.2)

Not applicable for Collection remittance.
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REMITTANCE  PROCESSING
COLLECTION REMITTANCE

PROCESS DESCRIPTION

• Forward Payments 
to EDS (refers to 
2.2.1)

Forward Payments Records to EDS.

• Reconcile
Remittance Batch 
(refers to 2.2.1 and 
2.2.2)

TBD once service provider remittance process is finalized.

2.10 Bus Pass
This section follows the general process flow described in Section 2.2.1 above.

2.11 Commercial Loans
This section follows the general process flows described in Sections 2.2.1 and
2.2.3 above.

2.12 Bill Presentment and Remittance for 
Tax/Non-Tax Revenue Programs Roles 
and Responsibilities 

ROLES AND RESPONSIBILITIES FOR BILL PRESENTMENT AND REMITTANCE PROCESSING

MPR AND EDS

FUNCTION MPR EDS

Bill Presentment • Program ministry provides data 
file.

• Postage is Province responsibility.
• Province will provide pre-printed

forms.

• Files are received for print.
• Print files are processed.
• Print files are imaged on pre-printed forms.
• Pre-printed material is inserted.
• Postage and envelopes are prepared.
• Bills are distributed to Canada Post.
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ROLES AND RESPONSIBILITIES FOR BILL PRESENTMENT AND REMITTANCE PROCESSING

MPR AND EDS

FUNCTION MPR EDS

Remittance
Processing

• MPR receives courier packages 
from EDS.

• Program specific records 
management in accordance with 
ARCS and ORCS.

• Exception processing to adjust 
payments on accounts.

• MPR will provide to EDS access to 
currently utilized PO Box numbers 
for MSP remittances and CLMB
correspondence and remittances, 
including Drop Box at 1802 
Douglas. Remittances and 
correspondence will be redirected 
to EDS. 

• Mail is received from Canada Post and Couriers at the 
processing center.

• Mail is sorted by payment and correspondence grouping.
• Mail is opened and prepped by program type and 

correspondence.
• Mail is forwarded by program type and correspondence.
• Images of cheques and coupons are captured in the First 

Pass.
• Return and payment data is uploaded to the relevant systems.
• Remittances are validated and balanced.
• Cheques are endorsed in the Second Pass.
• Post-dated cheques are sorted in the Third Pass.
• Data transmissions, images and reports are generated daily.
• Daily courier packages (containing contents described above) 

are prepared and sent to MPR.
• Processed cheques are dispatched to the appropriate bank 

branch/processing centre, for deposit to the Ministry’s 
accounts.

• Physical records are managed.

Returns
Processing

• Performs returns processing 
(varies by Program).

• Program specific batch repair.
• Program specific returns 

reconciliation.
• Program specific batch filing.

• Tax returns are imaged by program type (e.g., IFTA, Corporate 
Capital Tax).

• Returns are data entered by program type.
• Batch Control is updated by program type.
• Batch errors are repaired by program type.
• Returns are reconciled by program type.
• Batches are filed by program type.

Correspondence
Processing

• Program specific correspondence 
processing.

• Correspondence is sent to and 
received from EDS.

• Correspondence is sent to and received from MPR.
• Correspondence is imaged by program type.
• Images are verified.
• Systems are update by program type.
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3. Collection
Set forth below is a general description of the process flows for the collection 
services.  Detailed procedures for the collection services will be described in the 
SOW 2, Level 3 documents.

For more detailed responsibilities with respect to the processes described in
Section 3, refer to the Roles and Responsibilities matrix, section 3.10.

3.1 Description of Collection Services
The general processes for the Collection Services include the following:

The Collection Services do not occur in isolation, but are a part of the overall 
revenue management lifecycle.  In addition, the Collection Services diagrammed 
above provide inputs to other services described in this document, for example the 
remittance functions.

A collections policy steering committee consisting of representatives from both 
EDS and MPR will be established for developing any guidelines referenced in this 
Statement of Work.  This steering committee will work in a timely manner to 
develop these guidelines.

3.1.1 Principles

3.1.1.1 Revenue Services – Collection Principles 

EDS will deliver Collection services according to the following principles.

• Collection of amounts owed to the Province in a timely manner
without compromising Province policies and Program integrity. 

Debtor PCA  

Support for 
Gov’

Progra
Ministry

Interaction

Ministry 
Interaction

Administration and Claims Processing  

Account Contact Management 

Recalls  

Litigation 

Transfer  
Account  

Skip Trace 

Account 
Referrals  

Progra
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• Consolidated, multi-debt collection, where possible, to enhance
efficiency as well as customer service.

Over time, EDS and MPR will jointly review and revise activities relevant to 
these principles as appropriate through the Joint Management Committee.

EDS will provide the collection services with a quality service approach
emphasizing courtesy, willingness to work with debtors to resolve outstanding
debt issues, and collecting amounts owed the Province in a manner consistent 
with a debtor’s ability to pay.   The procedures implemented by EDS will 
endeavour to achieve and balance the following goals.

• Implementing procedures that are designed to collect monies owed to the 
Province in a timely and cost-effective basis.

• Collecting debts in a manner consistent with applicable statutes and
regulations, including specifically:

o Business Practices and Consumer Protection Act (British
Columbia).

o The Freedom of Information and Protection of Privacy Act (British 
Columbia).

• Collecting debts in a manner reflective of the Province’s policy for
fairness and equity, being especially mindful of the intent that collection 
actions do not force debtors to seek financial assistance from the Ministry 
of Human Resources, etc. 

• Referring debtors to appropriate Program Ministries when there are
legitimate account validation issues. 

• Following MPR’s guidelines regarding the deferral of debt payments
when debtors can substantiate their inability to make payments.

3.1.1.2 Program Specific Principles 

EDS and MPR will develop specific guidelines for collection that pertain to each 
collection program and multi-debt collection.
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3.1.1.3 Communications with Debtors

EDS understands that all forms of communication with debtors are to be
conducted in a courteous and professional manner, and will be reflective of the 
collection principles described above.  The modes of communication include:

• Telephone contact with debtors

• E-mail

• Written correspondence

• In person contact

• Web

Telephone Contacts with Debtors
During telephone or personal contacts with debtors, EDS will convey to the
debtor, or attempt to determine from the debtor, the following information.

• Advise the debtor of the nature of the debt and amount due (both principal
and interest, as applicable) and that the entire debt is payable immediately.

• Obtain current address, telephone number and place of employment of the 
debtor, and whether any changes in these are expected.

• Determine the debtor’s financial status.
EDS will develop procedures for responding to incoming telephone calls that give 
the incoming calls a high priority, are consistent with the availability of resources 
and other collection priorities.

Written Communications
Where appropriate, EDS will use standard letters for all written correspondence 
used in the collection services.  All letters must comply with applicable
requirements under the Business Practices and Consumer Protection Act.  As 
appropriate, staff will send letters confirming payment arrangements and
deferrals.
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Confidentiality
EDS will establish procedures that implement reasonable security precautions to 
protect Personal Information from unauthorized disclosure or compromise.  All 
Personal Information collected and recorded about debtors is confidential and
shall not be released or discussed to unauthorized individuals.  Situations where 
disclosure of debtor Personal Information is permissible include:

• When the individual receiving the information from EDS is authorized to 
collect the debt owing to the Province.

• When cooperating with the Ministry of Attorney General regarding civil 
proceedings to collect a debt owing to the Province of British Columbia.

• When authorized by the individual concerned, in writing, specifying to
whom the information may be released and for what purpose it may be 
used.

• When authorized by the MPR for the purposes of communicating with a 
member of the legislative assembly (MLA) or Ombudsman who has been 
asked by the individual concerned for assistance.

• To a lawyer representing an individual concerning collection action being 
taken against that individual.

• In any other circumstance expressly permitted under the Freedom of 
Information and Protection of Privacy Act (British Columbia).

EDS confidentiality procedures will include a process for supervisor review of all 
requests from outside parties regarding disclosure of Personal Information -
before the requested information is disclosed.  These procedures will be designed 
to ensure conformance with the above stated principles of confidentiality.

Full Disclosure
In conjunction with MPR, EDS will develop procedures for identifying itself to 
debtors who are making the contact.  These procedures will provide that the
following information is consistently disclosed at the beginning of each contact:

• Identification of the individual making the contact, and proper
identification of the brand and EDS.

• The subject of the contact.

• Privacy and confidently protections that are applicable to any information 
disclosed during the contact.
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Persons who cannot pay their Provincial debts have an obligation to disclose fully 
their financial circumstances.  Debtors who do not make complete financial
disclosures will be advised of the possible consequences, which include any of the 
Government Administered Collection Actions. 

EDS will never “threaten” a debtor with legal action unless the account has been 
reviewed internally and there is intent to pursue legal action if the debtor refuses 
to make payment arrangements.

Communications with Government Entities 
In conjunction with MPR, EDS will establish procedures regarding inquiries from 
and contacts with government entities, particularly MLA’s, Ombudsmen, and
executives of other Provincial ministries.  All such communications will be
recorded and EDS will advise MPR thereof immediately.

3.1.2 Debtor Contact

EDS will perform the following functional services with respect to debtor contact.

COLLECTION

DEBTOR CONTACT

PROCESS DESCRIPTION

• Dunning Letters and other correspondence are generated and sent to debtors indicating past 
due status of debt owed.

• Inbound
Calls and 
Enquiries

Debtors contact Collection staff in response to Dunning Letters and other contacts.

• Determine
Ability to 
Pay

Collectors determine a debtor’s ability to pay based on financial information, credit 
ratings, and other available information, in accordance with the Ministry of Finance 
Office of the Comptroller General, Core Policy Manual, for Revenue Management.

(1)

Dunning

(2)

Inbound Calls and 
Enquiries

(3)

Determine Ability 
to Pay

(4)

Outbound
Collection Calling

(5)

Payment
Arrangement and 

Deferral
Arrangement

(6)

Monitoring
Payment Plans and 
Account Deferrals

(7)

Escalation of 
Government

Administered
Collection Actions 
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COLLECTION

DEBTOR CONTACT

PROCESS DESCRIPTION

• Outbound
Collection
Calling

Debtors are contacted via telephone regarding past due debt.

• Payment
Arrangeme
nt and 
Deferral
Arrangeme
nt

Arrangements for payment are made with debtors for outstanding debt owed and 
payment arrangements are documented in the collection system.

• Monitoring
Payment
Plans and 
Account
Deferrals

Collection staff monitor debtor compliance with agreed- to payment and deferral plans.

• Escalation
of
Governmen
t
Administer
ed
Collection
Actions

Accounts are referred to MPR for authorization of various enforcement actions:
• Filing of Section 204 Notices
• Placement of Third Party Demands
• Approval of requests for set-off under Section 38 of FAA
• Filing of court actions and judgments
• Approval of Compromise Settlements, Extinguishments, Write-offs
Accounts may also be assigned to Private Collection Agencies (PCAs) or to CRA (in 
accordance with Government Guidelines) to continue collection activities.
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3.1.3 Program Ministry Interactions

COLLECTION

PROGRAM MINISTRY INTERACTIONS

PROCESS DESCRIPTION

Transfer of 
Account

Past due accounts are transferred from corresponding Program Ministries to EDS for 
activities relative to the collection of outstanding debt.

Recall of 
Accounts to the 
Programs

Accounts may be recalled by the corresponding Program Ministries for various 
reasons, e.g., validation of the debt when disputed by the debtor.

Referrals to 
Program
Ministries

Program Ministries may be engaged during the collection process to assist in 
clarification of debtor information, e.g., terms of existing payment arrangements.

3.1.4 Private Collection Agency Management 

COLLECTION

PRIVATE COLLECTION AGENCY MANAGEMENT

PROCESS DESCRIPTION

Contract
Management

EDS is responsible for the negotiation, establishment, administration and management 
of contracts with PCAs.

Account
Referral

EDS will determine strategies for account referral to PCAs for collection.

Account Recall EDS will recall accounts from PCAs.

Performance
Monitoring

EDS will monitor PCA activities and performance.

Contract Management
MPR will extend existing PCA contracts until December 31, 2004; EDS will 
negotiate new contracts with the PCAs, at government rates and will establish
relationships with such PCAs as EDS deems appropriate.

Account Referral
EDS will refer accounts to PCAs from the following Programs and will freely 
allocate accounts among PCAs.

PROGRAM PORTFOLIO DESCRIPTION

Guaranteed British 
Columbia Student Loans

Program 12 on CLAS. 

Risk Share Student Loans Program 19 on CLAS. 

BCSAP

Direct Lend student loans Program 26 on CLAS. 
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PROGRAM PORTFOLIO DESCRIPTION

British Columbia Grant 
Overaward (provincial)

Program 20 on CLAS. 

Student Grant Overaward 
– Joint Federal and 
Provincial

Program 21 on CLAS. 

Student Grant Overaward 
- Federal

Program 22 on CLAS. 

Canadian Millennium 
Scholarship

Program 23 on CLAS. 

Employment

and

Assistance

Benefits

 Employment and 
Assistance Benefits –

Program 24 on CLAS only.

MSP Medical Services 
Premiums (over 90 days) 

Program 36 on CLAS only.

Ambulance
Fees

Overdue Ambulance Fees Program 39 on CLAS only.

PCA PROCEDURES FOR ALL PROGRAMS

Litigation • BCSAP only, and all litigation (section 83, 204) will be forwarded to MPR for 
approval as outlined in the Roles and Responsibilities for Government Administered 
Collection Actions.

Compromise
Settlements

• Compromised settlements will be referred by the PCA to EDS, and by EDS to MPR 
for approval as outlined in the Roles and Responsibilities for Government 
Administered Collection Actions.

Write-offs • Accounts will be recalled for write -off according to specified criteria jointly 
determined by MPR and EDS.

• All requests for write-off will be referred to MPR for approval as outlined in the Roles 
and Responsibilities for Government Administered Collection Actions.

Third Party 
Demands

• PCAs may request Third Party Demands (FAA) through EDS.  If EDS agrees with 
the request, EDS will forward to MPR for approval as outlined in the Roles and 
Responsibilities for Government Administered Collection Actions.

Notice of 
Crown
Debt/Lien on 
Property

• PCAs may request Section 204 notices through EDS.  If EDS agrees with the 
request, EDS will forward to MPR for approval as outlined in the Roles and 
Responsibilities for Government Administered Collection Actions.

CRA
assigned
accounts –
removal of 
set-off

• PCAs may request that a CRA set-off be removed from an accoun. EDS will review
and approve the request based on approved CRA guidelines of MPR. 
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PCA PROCEDURES FOR ALL PROGRAMS

Credit
Counsellor
Proposals

• Approval for proposals will be submitted to EDS.

Account Recall
EDS will execute an account recall process and notify PCAs of results.  This will 
identify accounts officially recalled from the PCA inventories, due to pay out, 
bankruptcy, debt validation issues at Program Ministries (largely MSP accounts), 
or by manual intervention.

EDS will also recall accounts from PCAs under the following circumstances:

• Debtor is bankrupt and has submitted a Notice of Assignment into 
Bankruptcy.

• Debtor has submitted a consumer proposal under the Bankruptcy
and Insolvency Act (Canada).

• Account has prescribed.

• Write-offs.

3.1.5 Skip Trace

EDS will provide skip trace functions (manual and automated), including the
following:
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SKIP TRACE

PROCESS DESCRIPTION

• Address Exception 
Verification on new 
accounts

• Review Address Exception Report (AER) to reconcile discrepancies.

• Prescribing
Accounts

• Verify demographic data for accounts that are within 6-24 months of 
prescribing.

• Litigation • Verify demographic and asset information regarding debtors pending filing a 
Notice of Claim in small claims court.

• Invoice Review • Review monthly invoices from vendors of Skip Trace data (e.g., Equifax, Trans
Union, etc.).

• Supervision and 
Reports

• Review, prioritize and distribute work among Skip Trace staff.
• Prepare management reports.

• Returned Mail 
Processing

• Perform skip trace to locate new address for debtors when invoices, demand 
letters and other system-generated letters are returned.

• Ministry of Attorney 
General support

• Provide skip trace services for Attorney General staff, as requested.

• Search Requests • Perform specific ad hoc skip trace requests for collectors to locate debtors and 
their assets.

• Phone Number 
Trace

• Perform skip trace activities to validate phone number.

• Automated Address 
scrubbing

• Perform various quality assurance functions oriented towards automated 
validation of demographic information.
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All EDS Revenue Management Services staff performing Skip Trace functions 
will have access to all required government databases and systems.  All MOUs 
with Ministries that provide access to government databases will be renegotiated 
to permit access to these same databases by EDS’ collectors.  These databases 
include:

BC Drivers Client Registry System Corporate Accounting Services

ICBC R&PB Corporate Directors

BC Identification Display Home Owner Grant Alberta On -Line PPR

Personal Property Registry Ambulance Bill ing Information 

System

Alberta On -Line Corporate 

Registry

Student Financial Assistance 

System

BC Hydro Alberta On -Line ALTA

Equifax Consumer Alberta Drivers BC Vital Stats

Equifax Commercial Saskatchewan Drivers Canada Phone (CD-ROM)

Trans Union Ontario Drivers Land Title Office

UK Voters BC Assessment Authority Corporate Registry

United States Drivers License 

Databases:

• Arizona
• California
• Colorado
• Florida
• Idaho
• Missouri
• Nevada
• New York
• Oregon
• Pennsylvania
• Texas
• Washington, D.C.
• Washington

3.1.6 Support for Government Administered Collection 
Actions

EDS will make recommendations and provide the required documentation and
rationale to MPR which supports the following Government Administered
Collection Actions.

SUPPORT FOR GOVERNMENT LITIGATION (S UPPORT FOR GOVERNMENT ADMINISTERED COLLECTION ACTIONS

TOOL DESCRIPTION

• Section 204 of the Land
Title Act (LTA)

Under Section 204 of the Land Title Act, the Province may register a Notice 
of Crown Debt against the interest in real property of a person who is 
indebted to the Province.
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SUPPORT FOR GOVERNMENT LITIGATION (S UPPORT FOR GOVERNMENT ADMINISTERED COLLECTION ACTIONS

TOOL DESCRIPTION

• Third Party Demands under 
Section 83 of the Financial
Administration Act (FAA)

Under Section 83 of the Financial Administration Act (FAA), the Ministry of 
Provincial Revenue may issue a demand (to pay) to any (third) party that 
owes money to a debtor.

• Set-off under Section 38 of 
the FAA

Set-off under Section 38 of the Financial Administration Act is used to attach 
the wages of a current British Columbia Government employee, or assign 
payments to suppliers of goods and services to the Province. 

• Canada Revenue Agency 
(CRA) Set-off

The set-off program with CRA is a joint venture with the Federal Government 
to set-off provincial debts against individual income tax refunds/GST monies 
to repay monies owed to the Province.

• Court Actions and 
Judgments

Court Actions can be initiated against a debtor in accordance with specified 
criteria determined jointly between MPR and EDS.

• Bankruptcy Assignment, 
Consumer Proposal under 
Bankruptcy  or Orderly 
Payment of Debt (OPD) 
Plans

Collection activities must be suspended on accounts when notice is received 
that a debtor has filed for or is in bankruptcy, or is operating under an 
Orderly Payment of Debt (OPD) plan.

• Compromise Settlements Compromise Settlements are subject to the provisions regarding 
extinguishment and write-off of the Financial Administration Act (FAA). 

• Write-off  EDS will recommend write-offs per specified guidelines jointly agreed to by 
MPR and EDS.

3.1.7 Administration and Claims Processing

EDS will perform administrative activities in support of collection activities, as 
follows.

ADMINISTRATION AND CLAIMS PROCESSING

PROCESS DESCRIPTION

• Filing Open and close physical collection files; prepare physical files for off-site
storage.

• Mail handling Receive and distribute inbound mail associated with collection accounts, 
including returned mail; handle outbound mail associated with debt 
collection.
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3.2 Medical Services Premium (MSP)
3.2.1 MSP – Pay Direct

This section follows the general process flow described in Section 3.1 above.

3.2.2 MSP – Group Pay

This section follows the general process flow described in Section 3.1 above, with 
the exception of the following processes.

COLLECTION

MSP – GROUP PA Y

PROCESS DESCRIPTION

• Transfer Account There is no electronic process to transfer accounts.  A paper report is 
generated by MHS identifying accounts to be worked.

• Debtor Contact EDS will generate and issue demand letters to Groups.

• Skip Trace Only to validate the legal name of the Group.

• PCA Management EDS will not refer Group accounts to PCAs.

• Support for Government
Litigation (Support for 
Government Administered 
Collection Tools)

EDS makes recommendations for Section 204 and Section 83 demands.

• Account Recalls Group accounts may be cancelled by MSP for non-payment, and EDS can 
request a Group Account be cancelled.

3.3 Ambulance
This section follows the general process flow described in Section 3.1 above, with 
the exception of the following processes.

COLLECTION

AMBULANCE FEE

PROCESS DESCRIPTION

• Skip Trace Only automated address scrub of accounts with return mail are done, no 
manual skip tracing.
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3.4 Ministry of Human Resources (MHR)
3.4.1 MHR – Overpayments of Employment and 

Assistance

This section follows the general process flow described in Section 3.1 above, with 
the exception of the following processes.

COLLECTION

MHR - OVERPAYMENTS OF EMPLOYMENT AND ASSISTANCE

PROCESS DESCRIPTION

• Debtor Contact An initial Dunning letter is sent by MHR which names EDS as contact for 
collection activities.

3.5 Immigrant Sponsorship
This section follows the general process flow described in Section 3.1 above, with 
the exception of the following processes.

COLLECTION

IMMIGRANTSPONSORSHIP

PROCESS DESCRIPTION

• Transfer Accounts Includes Enforceable and Unenforceable debt, as determined by the legal 
collectable period.

• Debtor Contact There are three categories of Dunning letters, enforceable, unenforceable and 
combination. No collection action can be taken on unenforceable debt beyond 
notification of potential liability. 

• PCA Management Accounts are not referred to PCAs at this time.

• Support for 
Government Litigation 
(Support for 
Government
Administered Collection 
Actions)

No Government Administered Collection Actions may be recommended to, or 
taken by, MPR in respect of Unenforceable debt.

• Account Recalls No recalls are performed for Immigrant Sponsorships.  If Sponsor is on 
income assistance, account is deferred.

3.6 Court Fines
This section follows the general process flow described in Section 3.1 above, with 
the exception of the following processes.
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COLLECTION

COURT FINES

PROCESS DESCRIPTION

• PCA Management Non-Motor Vehicle Court Fines are not referred to PCAs at this time, due to 
poor data quality.

• Support for 
Government Litigation 
(Support for 
Government
Administered Collection 
Actions)

Litigation can not be recommended for unpaid Non-Motor Vehicle Court Fines 
as debtors can not be sued for these fines.

3.7 British Columbia Student Assistance 
Program

This section follows the general process flow described in Section 3.1 above, with 
the exception of the following processes.

COLLECTI ON

BCSAP – ALL PROGRAMS

PROCESS DESCRIPTION

• Transfer Account Accounts are manually transferred for Programs 12 and 19 and input to the 
CLAS system.

• Debtor Contact An annual requirement to send income tax letters to debtors (indicating 
principle or interest paid during the year dependent upon Program).

Appendix D contains descriptions of specific attributes of each in-scope
collection portfolio. 

3.8 Miscellaneous Programs
This section follows the general process flow described in Section 3.1 above.
There are a variety of manual and automated processes for these Programs 
depending on whether or not the program is administered within the CLAS
system.

These collection portfolios are listed in Appendix C.

3.9 Collection Customer Contact
This section follows the general process flow described in Section 3.1 above. (See 
attached Volume Table, Appendix B)
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3.10 Collection Roles and Responsibilities
3.10.1 Revenue and Collection 

REVENUE AND COLLECTION – ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Revenue Collection

Transfer of
accounts from 
Program
Ministries

New accounts 
are
transferred to 
EDS from 
Program
Ministries on 
a monthly or 
weekly basis 
(electronically
or manually), 
depending on 
the Program, 
for all 
programs in-
scope for 
which EDS is 
providing the 
collection
services.

EDS receives transferred accounts from Program Ministries.

Transfer
account profile 
between
Program
Ministries and 
EDS

MPR will 
approve
recommended
write-offs.

For all Programs for which EDS is providing collection services:
• Account profile (adjustments,  balances, addresses, etc.) are 

transferred between CLAS and Program Ministries on a 
monthly, weekly or daily basis, depending on the Program.

• EDS will transmit data to MPR according to the existing file 
format requested by MPR.

• EDS will make recommendations for write-off and process 
write-offs approved by MPR.

Account recall Program
Ministries will 
recall
accounts.

Accounts that are recalled by Program Ministries will be released by 
EDS on demand and collection activity ceased.

Skip tracing N/A EDS will perform skip trace functions as described in Skip Trace section 
of this SOW 2 document.

Dunning letters N/A EDS will send Demand/Dunning Letters and other collection 
correspondence for all Programs for which EDS is providing collection 
services.

Returned mail 
management

N/A EDS will process returned mail for all Programs for which EDS is 
providing collection services.
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REVENUE AND COLLECTION – ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Revenue Collection

Inbound
customer
contact

N/A EDS will respond to incoming calls and other contacts from debtors for 
all Programs for which EDS is providing collection services.
Where there may be a debt validity issue, EDS will refer to Program 
Ministry for resolution. 

Outbound
customer
contact

N/A EDS will make outbound calls and other contacts to debtors for all 
Programs for which EDS is providing collection services.

Payment
arrangements

N/A EDS will negotiate and monitor payment arrangements for all Programs 
for which EDS is providing collection services.

Manage
Correspondence

N/A Review and direct incoming correspondence and update demographic 
data for accounts.

Billing and 
account inquiry

N/A EDS will respond to incoming inquiries from debtors regarding bills 
received and other account issues for all Programs for which EDS is 
providing collection services.

PA adjudication 
and appeals 
(MSP accounts
only)

MHS will 
handle PA 
adjudication
and appeals.

EDS will refer debtor to MHS and postpone further collection actions 
pending resolution.

TPA
adjudication and 
appeals
(MSP accounts 
only)

MPR will 
adjudicate
and document 
TPA
applications
and notify 
EDS of
outcome.

EDS will refer debtor to MPR and postpone further collection until 
notified by MPR.
Once notified by MPR, EDS will continue collection action.

Deferral
adjudication

N/A EDS will manage deferrals with debtors.

Appeal
adjudication

N/A EDS will refer debtors to MPR/Program Ministries to appeal adverse 
decisions.

PCA
Management

N/A EDS will select and negotiate contracts with PCAs it wishes to use.
EDS will determine which accounts are referred to and recalled from 
PCAs and execute transfer to PCAs.
EDS performs ongoing reconciliation, monitors collection performance 
of PCAs, recalls accounts as necessary and performs account 
adjustments.
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REVENUE AND COLLECTION – ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Revenue Collection

Filing MPR (working 
with
Corporate
Records
Management
Branch) will 
manage long-
term storage 
and
disposition of
collection
files.

EDS will prepare and manage physical case files associated with 
collection activities, including: opening and closing of files, short-term
retention of files and packaging and shipping of files to Government for 
off-site retention and disposition.
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3.10.2 Government Administered Collection Actions

EDS and MPR will jointly develop guidelines for screening and recommending 
the Government Administered Collection Actions described below.

GOVERNMENT ADMINISTERED COLLECTION ACTIONS – ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Registrations under Section 
204 of the Land Title Act

• Review account notes and 
documentation to confirm compliance 
with guidelines.

• Review Swear affidavit.
• Register Notice with LTO.
• Perform actions required to release 

Notice.
• Authorizes release and notifies EDS.

• Confirm that debtor is registered owner of 
real property in BC.

• Complete Form 17 and supporting affidavit.
• Obtain copy of LTO title.
• Package documentation and forward to 

MPR for approval.
• Monitor account for release of Notice when 

account paid or otherwise meets guidelines 
for release.

• Prepare release documentation and 
forward to MPR for signature.

Third Party Demands under 
the Financial Administration 
Act (FAA)

• Review account notes and 
documentation to confirm compliance
with guidelines.

• Sign demand.
• Enforce Demands against Third 

Parties if they do not comply.
• Advise EDS of outcome.

• Confirm proper name and address of third 
party.

• Complete 3rd Party Demand and 
appropriate cover letters.

• Package documentation and forward to 
MPR for final processing and approval.

• Register with third party once approved by 
MPR.

• Perform actions required to release 
Demand.

• Monitor account for release of demand 
when account paid or otherwise meets 
guidelines for release.

Section 38 Set-offs
Demands under the 
Financial Administration Act 
(FAA)

• Review account notes and 
documentation to confirm compliance 
with guidelines.

• Forward setoff request to OCG.
• Perform actions required to release 

setoff.
• Advise EDS of outcome.

• Confirm debtor’s employmen t with 
Province.

• Prepare the setoff request.
• Package documentation and forward to 

MPR for final processing and approval.
• Monitor account for release of demand 

when account paid or otherwise meets 
guidelines for release.

Page 142 
FIN-2011-00158



 

- 35 -
VAN01: 2046487: v1

GOVERNMENT ADMINISTERED COLLECTION ACTIONS – ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

CRA Set-offs • Set up initial programs.
• Establish guidelines for use.
• Manage CRA relationship.
• Audit to ensure compliance.

• Forward accounts to CRA for registration 
on CRA setoff database, according to 
approved schedules and guidelines. 

• Remove accounts from CRA database, 
according to approved schedules and 
guidelines.

• Advise MPR of any issues or anomalies 
that may compromise setoff program 
integrity.

Supreme Court Judgments • Review recommendation and request 
to engage Attorney General’s Office 
resources to pursue.

• Provide assistance to Attorney
General’s Office in preparation of case.

• Coordinate between Attorney 
General’s Office and EDS as 
necessary to prepare and support 
action.

• Advise EDS of outcome.

• Research account; make recommendation 
to MPR to initiate action.

• If judgment obtained, initiate collection 
action and monitor account to determine if 
paid in full.

• EDS supports action.
• If paid in full, advise MPR to prepare and 

file Notice of Satisfaction.

Small Claims Court 
Judgments

• Review and approve recommendation; 
initiate actions and prepare
documentation; advise EDS of 
outcome.

• MPR prepares Notice of Satisfaction.
• Coordinate between Attorney 

General’s Office and EDS to support 
action.

• Research account, make recommendation 
to MPR to initiate action and cease 
collection activity pending notification of 
outcome by MPR.

• Advise MPR to prepare and file Notice of 
Satisfaction.

Bankruptcies • If notice of bankruptcy obtained by 
MPR, forward information to EDS.

• Review/audit extinguishment and 
approve.

• Accept/reject recommendations to 
oppose bankrup t’s discharge; instruct 
Attorney General’s Office accordingly.

• When notice of bankruptcy obtained, cease 
collection actions; research to determine all 
accounts affected and notify Program 
Ministries.

• Prepare and file Proof of Claim .
• Monitor account for all discharges and 

dividends.
• Reinstate collection on BCSAP accounts, 

as appropriate.
• Extinguish balances as appropriate, and 

report accordingly.
• Where appropriate, consider opposing 

discharge of bankruptcy; forward 
recommendation to MPR.
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GOVERNMENT ADMINISTERED COLLECTION ACTIONS – ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Consumer Proposals / 
Proposals under Bankruptcy 
Insolvency Act (BIA)

• MPR reviews recommendation for 
acceptance/rejection from EDS and 
decides accordingly.

• Instructs EDS accordingly (possible 
account adjustment/extinguishment by 
EDS).

• Audit extinguishment reports.

• EDS receives Proposals, makes 
recommendation to MPR for 
acceptance/rejection and ceases collection 
actions.

• If Proposal accepted, monitor for 
compliance.

• Extinguish balances as appropriate, and 
report accordingly.

CCAA (Companies, 
Creditors Arrangement Act) –
MSP Group, Court Fines

• Notice of Proposal received and 
reviewed by management.

• Respond to Proposal accordingly.
• Instruct EDS to cease collection action.

• If Notice of Proposal received, refer to 
MPR.

• Cease collection action.
• Adjust account in accordance with MPR’s

instructions.

Offers   (Settlements) 
(allowable for certain 
programs only) 

• Review Offer and supporting 
documentation, and accept/ or reject 
accordingly.

• Advise EDS of decision and terms for 
final correspondence with debtor.

• Audit extinguishments in conjunction
with OCG.

• Receive Offer, obtain supporting 
documentation and document rationale for 
recommendation for acceptance/rejection of 
Offer.

• Submit recommendation to MPR.
• Update account in accordance with MPR’s 

instructions.
• If Offer accepted, monitor for compliance.  If 

debtor defaults, continue collection action.

Extinguishments (due to 
court orders/judgments)

• Confirm that court order/judgment 
reduced debt owing.

• Notify EDS regarding appropriate 
adjustment to account.

• Record adjustment to account and report to 
MPR.

Extinguishments (due to 
Order in Council)

• Review Offer and supporting 
documentation, and accept/negotiate 
or reject accordingly.

• Advise EDS of decision and terms for 
final correspondence with debtor.

• Audit extinguishments in conjunction 
with OCG.

• Receive Offer, obtain supporting 
documentation and document rationale for 
recommendation for acceptance/rejection of 
Offer; submit recommendation to MPR.

• Update account in accordance with MPR’s 
instructions.

• If Offer accepted, monitor for compliance.  If 
debtor defaults, continue collection action 
for payment in full.

Extinguishments
(prescriptions)

• Audit as appropriate. • Monitor accounts and prepare monthly 
report of accounts that will prescribe.

• Coordinate with PCAs regarding accounts 
that will prescribe.

• Remove accounts that prescribe from 
collection activities.

• Prepare extinguishment report.
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GOVERNMENT ADMINISTERED COLLECTION ACTIONS – ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Write-off • MPR will approve recommended write-
offs.

• For all Programs for which EDS is providing 
collection services EDS will make 
recommendations for write-o ff and apply 
approved write -offs.

3.10.3 Skip Trace

SKIP TRACE – ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Address Exception Verification 
on new accounts

N/A • Review Address Exception Report (AER) for MSP, MHR accounts.
• Reconcile discrepancies between addresses on new accounts from 

Program systems with address data existing in CLAS via inquiries to 
government and public databases.

• EDS will support skip trace requirements for accounts remaining in 
MPR collection.

Prescribing Accounts N/A • Verify demographic data for accounts that are within 6-24 months of 
prescribing, including accounts at PCAs.

Litigation N/A • Verify demographic and asset information regarding debtors.

Invoice Review N/A • Review monthly invoices from vendors of Skip Trace data (e.g., 
Equifax, Trans Union, etc.).

Returned Mail Processing N/A • Perform skip trace to locate new address for debtors when invoices, 
demand letters and other system-generated letters are returned.

Ministry of Attorney General 
support

N/A • Provide skip trace services for Attorney General staff, as requested.

Search Requests (including 
tombstone data and phone 
number trace)

N/A • Locate debtor address, asset and phone number information.

Note: in performing the skip tracing functions, EDS shall not use any Personal 
Information in any manner that is contrary to or inconsistent with any Applicable 
Laws, Province Policies or MOUs.
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4. Customer Service
Set forth below is a general description of the process flows for the Customer 
Services.  Detailed procedures for the Customer Services will be described in the 
SOW 2, Level 3 documents.

For more detailed responsibilities with respect to the processes described in
Section 4, refer to the Roles and Responsibilities matrix, Section 4.2.

4.1 Customer Service Process Flow
4.1.1 Customer Service – Billing Enquiries

This function supports customer enquiries regarding MSP billing. Contact can be 
made in writing, fax, telephone or e-mail.

CUSTOMER SERVICE

BILLING ENQUIRES

PROCESS DESCRIPTION

• Bill Suppression Activity to suspend statement mailing.

• Refund request 
(includes
adjustment request)

Activity to respond to customer’s request for refund (may also include 
adjustment).

• Change to bill cycle Customer initiated request to change bill cycle.

• Update account 
demographic
information
(address)

Change customer information (such as address information).

• Authorize pre-
authorization debit

Customer initiated request to establish pre-authorized debit payments.

4.1.2 Customer Service – Account Verification

CUSTOMER SERVICE

ACCOUNT VERIFICATION

PROCESS DESCRIPTION

• Ensure that 
payments are 
accurately applied

Investigate that a customer payment has been applied.
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CUSTOMER SERVICE

ACCOUNT VERIFICATION

PROCESS DESCRIPTION

• Send detailed paid 
to-date letters to 
customers and 
provide account 
summaries

Provide a statement of account to the customer.

• Explain
discrepancies
between customer 
and billed 
information

Investigate and describe to the customer bill discrepancies.

• Validate the amount 
refunded or 
owing/credited on 
the bill

Respond to customer – initiated enquiry to validate the amount refunded, 
owed, or credited.

• Exceptions
processing

Investigate where payments may have been mis-applied.

• Sort the incoming 
correspondence

Route incoming correspondence received via transfer, handoffs, paper or fax, 
such as:

• Letters (disputes, adjustments).
• Correspondence for other MPR areas.

4.1.3 Customer Service – Complaint Handling

CUSTOMER SERVICE

COMPLAINT HANDLING

PROCESS DESCRIPTION

• Bill dispute Investigate customer concern regarding the bill.

• Acknowledge
customer’s query

Listen to customer concerns and address the issues.

• Investigate the 
query

Address customer concerns through account investigation.

• Take actions Action may include adjustments, refunds or e-mail replies. Document complaint 
and resolution on RPB or CLAS. 
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4.1.4 Customer Service – Inbound Appeals

CUSTOMER SERVICE

INBOUND APPEALS

PROCESS DESCRIPTION

• Receive query 
through mail, 
phone, email, fax, 
etc.

Receive customer queries regarding account balance and interest charges / 
penalties and action. 

4.1.5 Customer Service – General Information

CUSTOMER SERVICE

GENERAL INFORMATION

PROCESS DESCRIPTION

• Validate the 
information that 
has been 
received via mail, 
fax, phone, email

General response to a variety of customer enquiries, such as:
• Program information.
• Account information (payments, adjustments, etc.).

4.2 Customer Service Roles and 
Responsibilities

CUSTOMER SERVICE – ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Customer Enquiry

Payment Plans

MPR establishes standards for 
banking and bank code information.

Respond to debtor requests to set up pre-
authorized payment plans (PAP).  Note: 
banking and bank code information provided 
by debtor must conform to standards set by 
Provincial government.

Payout Quotes

MHS must identify individuals 
authorized to request debtor 
information.

Respond to debtor requests for payout quotes 
on accounts (mortgage, student loans, etc.).
Client ministry may request payouts for 
Program Ministry purposes (BCSAP loan 
remission, permanent disability, etc.).

Transaction
exceptions

N/A Respond to debtor requests to research 
account transaction errors, such as payments 
not posted when debtor has cancelled cheque 
as proof of payment.
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CUSTOMER SERVICE – ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Customer Enquiry

Income Tax 
Letters

N/A Prepare letters to debtors detailing amounts 
paid as interest on student loans and for 
principal payments on grant overaward 
accounts.  Letters are prepared and mailed by 
end of February each year.

Post-dated
Cheques

N/A Respond to debtor requests, submitted 
through collectors, to void cheques held in 
inventory.

Mortgage
Discharges

N/A On payout of mortgage accounts, respond to 
debtor requests to fi le Form C (certifying 
discharge of debt) with the Land Title Office.

Sort Incoming 
Correspondence

Mail destined for MPR will need to be 
routed to MPR.

Mail as received by EDS and sorted for 
distribution within EDS.  MSP correspondence 
will be sent to Ministry of Health for imaging.

Account
Verification

N/A Account verification is similar in nature to bill 
dispute.  Additional items for public/customer 
contact would be for a statement or ‘paid to 
date letter’ listing all charges, payments and 
adjustments to accounts. 

Complaint
Handling

Program Ministry (MHS) will handle 
complaints regarding Program 
Enrolment issues.

Public will write, e- mail, phone or fax to EDS 
with complaints regarding accounts and 
collection.  All MSP complaints regarding 
Program Enrolment issues (registration, 
premium assistance, etc)  will be forwarded to 
MHS.  Complaints handled by EDS will be 
responded to in writing or e- mail or in 
appropriate manner.  MSP accounts may be 
updated with note codes of R&PB.  Document 
may be imaged by Ministry of Health.

Inbound
Appeals

Render decisions for appeals received 
from EDS and forward same to EDS.

Appeals received by EDS from MSP Group 
administrators will be regarding interest 
charges and received by mail, e-mail or fax. 
Investigation is done by EDS and forwarded to 
MPR for decision.
Prepare and send letter to the appellant with 
the decision and complete interest adjustment.

General
Information

Existing 800 numbers utilized by 
CLMB and BRB will continue to be 
used for customer access; MPR will
arrange for transfer of these phone 
numbers to EDS at VITP.

General information will be received by mail, 
phone, e-mail or fax.  The information will be 
sorted and forwarded to the correct area or 
shared with EDS via e-mail.  If appropriate the 
information will be imaged.
Respond to debtor requests for account 
balance and/or summary of transaction history.
Prepare spreadsheet to replicate transactions 
on CLAS.
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CUSTOMER SERVICE – ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Customer Enquiry

Exceptions
Processing

MHS will image MSP requests, if 
applicable.

Requests may be received from customers 
and the public regarding exceptions, such as 
missing payments but cheque cashed.  These 
requests will be sent to the position 
responsible for exception processing.  MSP 
requests may be imaged by Ministry of Health.
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5. Account Management
Set forth below is a general description of the process flow for the Account 
Management services.  Detailed procedures for the Account Management services 
will be described in the SOW 2, Level 3 documents.

For more detailed responsibilities with respect to the processes described in
Section 5, refer to the Roles and Responsibilities matrix, Section 5.4.

5.1 Account Adjustment Process Flow
Account Adjustment

ACCOUNT MANAGEMENT

ACCOUNT ADJUSTMENT

PROCESS DESCRIPTION

• Request to 
adjust account

Requests received from customers, Program Ministries, financial institutions.  Received 
by phone, fax or e-mail.

• Investigate
request

View account to ensure requests are valid and accurate.   Validate accounts included in 
the adjustment process.

(1)

Request to 
adjust

account
received

(2)

Investigate
request

(3)

Determine
type of 

adjustment

(4)

Calculate
adjustment

value

(5)

Approval
Process

(6)

Data entry 
CICS

MCASH

(7)

Reconcile
Adjustments

(8)

Transmit file 
to R&PB

(9)

Reconcile file 
to R&PB 
update

(10)

Generate
Report s
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ACCOUNT MANAGEMENT

ACCOUNT ADJUSTMENT

PROCESS DESCRIPTION

• Determine type 
of adjustment

Determine type of adjustment to be completed.  These will include transfers between 
accounts, debit or credit adjustment, refund, interest adjustment and payment returns 
(NSF).

• Calculate
adjustment
value

• Determine interest to be reversed.
• Calculate value of return to be applied to account.
• Determine value to be transferred, refunded or adjusted.

• Approval
Process

All adjustment requests must be approved by appropriate authority.

• Data entry CICS 
MCASH

Approved requests are batched and data entered into:
CICS for returned payment (including Pre-authorized debit returns), or
MCASH for all other adjustment types.

• Reconcile
Adjustments

Ensure adjustments processed through CICS, MCASH balance with the batch 
processed.

• Transmit file to
R&PB

File is FTP’d to Health Services, Registration and Premium Billing System (R&PB).

• Reconcile file to 
R&PB update

Once file has been processed by Health Services to the accounts a reconciliation takes 
place between the R&PB system and the batch processed through CICS or MCASH.
Any exceptions will be processed by the exceptions function.

• Generate
Reports

Generate revenue and account receivable reports (both jointly determined by MPR and 
EDS), and ad hoc reports.

Bankruptcy
Refer to the Account Adjustment process flow. The following steps are applicable 
for MSP bankruptcies.

ACCOUNT MANAGEMENT

ACCOUNT ADJUSTMENT – BANKRUPTCY AND OPD AND CONSUMER PROPOSAL S

PROCESS DESCRIPTION

• Request to 
adjust account

Bankruptcy orders are received from lawyers or trustees for review and processing.

• Investigate
request

Each bankruptcy order will be investigated on R&PB to determine if there is an account 
and if there is any debt or payment for that time period.  A Notice of Claim may be filed.

• Approval
Process

For OPD only, there is no approval process.

• Data entry CICS 
MCASH

No data entry for OPD.

• Reconcile
Adjustments

Ensure adjustments processed through CICS, MCASH balance with the batch 
processed.  An internal journal voucher is completed, and payments are monitored.
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Refunds
ACCOUNT MANAGEMENT

REFUNDS

PROCESS DESCRIPTION

• Determine type 
of adjustment

Determine type of adjustment to be completed – manual or auto.

5.2 Account Receivable Process Flows
Pre-Authorized Debits

ACCOUNT MANAGEMENT

PRE-AUTHORIZED DEBITS

PROCESS DESCRIPTION

• Receive customer 
request to 
establish pre-
authorized debit

Respond to customer-initiated request to set up pre-authorized debit by a variety of 
media (phone, email, letter mail, fax).

• Mail application to 
customer

Upon receipt of request, mail an application to the customer to set up a pre-authorized
debit.

• Receive and 
review completed 
application (return 
if necessary)

Upon receipt of application, review each field for completeness and accuracy in 
preparation of processing.

• Investigate
account to 
determine status

Determine if the customer’s account meets the criteria for establishing a pre-authorized
debit (for example, not in collection status).

(1)

Receive customer 
request

(2)

Mail application 
to customer

(3)

Receive and 
review completed 

application

(4)

Investigate
account to 

determine status

(5)

Data enter the 
pre-authorized

debit
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ACCOUNT MANAGEMENT

PRE-AUTHORIZED DEBITS

PROCESS DESCRIPTION

• Data enter the 
pre-authorized
debit

Manually enter the customer and account information to establish the pre-authorized
debit.

Write-Offs
Refer to the overall process flow in Section 5.1, for the generic process which is 
applicable for Write-offs, except the following:

ACCOUNT RECEIVABLE

WRITE-OFFS AND EXTINGUISHMENTS

PROCESS DESCRIPTION

• Request to adjust 
account

Requests received from Collection or the Program (Write-offs).

• Reconcile
Adjustments

Ensure adjustments processed through CICS, MCASH balance with the batch 
processed.  An internal journal voucher is completed.

Note:  Account Adjustment processes (except for Reconcile Adjustments) do not 
apply to write-offs.

5.3 Reconciliation Process Flows
Bank and General Ledger Reconciliation
Refer to the overall process flow in Section 5.1, for the generic process which is 
applicable for Bank and General Ledger Reconciliation, especially steps (7) 
through (9).  In addition, the following steps are performed:

(1)

Cheques
Deposited
with Bank

(2)

Confirmation
by Provincial
Treasury of 

Bank Deposit

(3)

Confirmation
of General 

Ledger
Update

(4)

Confirmation
of Sub-
Ledger
Update
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RECONCILIATION

BANK AND GENERAL LEDGER RECONCILIATION

PROCESS DESCRIPTION

• Cheques Deposited 
with Bank

Cheque Remittances are deposited in the Province’s bank accounts.  Refer to the 
Remittance processes above for more detail (Not applicable for General Ledger 
Reconciliation).

• Confirmation by 
Provincial Treasury of 
Bank Deposit

Confirmation from the Provincial Treasury that a deposit has been made (Not 
applicable for General Ledger Reconciliation).

• Confirmation of 
General Ledger 
Update

Confirmation that the General Ledger has been updated.

• Confirmation of Sub-
Ledger Update

Confirmation that the Sub-Ledger has been updated.
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5.4 Account Management Roles and 
Responsibilities

ACCOUNT MANAGEMENT– ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Account Adjustment (includes Requests to Adjust Account, Investigate Requests, Determine Type o f Adjustment, Calculate 

Adjustment Value, Approval Process, Data Entry, Reconcile Adjustments, System Updates)

Apply Debit Transactions Subject to audit by MPR. Requests will be received from within EDS, from customers or the 
public for debit adjustments to accounts.  Requests will be processed 
by EDS.

NSF and NSF Service Fees MPR will approve or have 
approval to waive NSF service 
fees.
MPR will receive reports of NSF 
service fees waived and 
approved from EDS.

NSF cheques are received from Government Agents and from the 
Financial Institution (HSBC).
EDS will request to have NSF service fees waived from MPR. (Unless 
policy changes waived fees will be requested through MPR).
• Receive returned items from Provincial Treasury for cheque and 

PAP payments.
• Add NSF service fee, where applicable.
• Report NSF service fees to MPR (MSP only).
• Generate a returned item letter for each reversal.

Apply Credits Subject to audit by MPR.
MPR will establish guidelines for 
EDS for credit adjustments.

Credit adjustments will be requested by Program 
Ministries/customers/public or from within EDS.  Requests will be 
processed by EDS within guidelines established by the Province.

Apply Penalty/Interest MPR will provide EDS with 
interest rates.

Interest Penalty will be applied by EDS.  EDS will maintain interest 
rates as provided by MPR.

Refunds MRP/Program Ministry will 
provide spending authority and 
issue refunds.

Refunds may be requested by Program Ministries/customers/public 
through mail, e- mail, telephone and fax.   Refunds will be requested 
by EDS and sent to MPR for spending authority – manual and 
electronic.

Transfers, cash exceptions 
list, and GA suspense list

Subject to audit by MPR. As a result of contact through customer service or other ministries 
EDS will perform account transfers which include:

• Exceptions lists.

Interest Reversals EDS will report all interest 
reversals to MPR. 
Subject to audit.

As a result of customer contact from MSP Group accounts, interest 
may be charged in error.  EDS will complete interest reversals (not 
forgive interest) and report to MPR. 

Cancelled Accounts N/A Cancelled accounts in a credit balance will be investigated and coded 
by EDS.

ADF Adjustments MPR should notified monthly of 
all ADF adjustments.

There are some system limitations on R&PB that result in errors that 
can not be corrected with existing tools.  ADF adjustments are 
completed by MHS systems and reported to EDS and MPR.

Group Investigation Report MHS will receive lists of un coded 
Group accounts from EDS.

Provides a list of all uncoded MSP Group accounts, such as no 
contracts, cancelled but still with active persons, credits or debit 
balances etc.  EDS will action and correct all adjustments. 

Error Lists re: Transfers to 
CLAS

N/A EDS will receive reports of all accounts that have been sent to CLAS 
for statistical purposes.
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ACCOUNT MANAGEMENT– ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Account Adjustment (includes Requests to Adjust Account, Investigate Requests, Determine Type o f Adjustment, Calculate 

Adjustment Value, Approval Process, Data Entry, Reconcile Adjustments, System Updates)

PAD exception list Statistics on PAD exceptions to 
be provided monthly.

EDS will execute all required adjustments for PAD exceptions.  These 
include:

• NSF.
• Deceased.
• Closed Accounts.
• Wrong account.

Extinguishment (Statute 
barred accounts)

MPR will receive report for 
extinguishment from EDS for 
approval.

Extinguishment report comes to EDS from R&PB.  This report lists all 
accounts and balances that will be removed from accounts as the 
amount is considered statute barred and not collectable.
EDS will prepare an ‘application for write-off/extinguishment’ form and 
forward to MPR.  (Extinguishment based upon Province approval.)

Bankruptcy refund suppress 
list

Approve spending authority for 
refunds.

A note code is added to the system to ensure unauthorized refunds 
are not produced.
Release approved suppressed refunds (manual).

Write-off Report MPR takes recommendations to 
the SFO of Program area; 
includes automatic write-off and 
advises EDS of decisions.

A write off report is generated by CLAS.
EDS recommends write-offs and forwards recommendations to MPR 
using the ‘Application for write-off/extinguishment’ form.
EDS processes approved write-offs on applicable system after 
authorization.

Orderly Payment of Debt, 
Judgments

N/A EDS records and monitors the OPD and Judgments.
No adjustment to account is made (MSP).
Adjust account status, interest rates, balances, other adjustments as 
required due to legal proceedings.

Consumer Proposals • MPR reviews 
recommendation for 
acceptance/rejection from 
EDS and decides 
accordingly.

• Instructs EDS accordingly 
(possible account 
adjustment/extinguishment
by EDS).

• Receive extinguishment 
report from EDS.

• Audit extinguishment 
reports.

• EDS receives Proposals, makes recommendation to MPR for 
acceptance/rejection and ceases collection actions.

• If Proposal accepted, monitor for compliance.
• Extinguish balances as appropriate, and report accordingly.
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ACCOUNT MANAGEMENT– ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS

Account Adjustment (includes Requests to Adjust Account, Investigate Requests, Determine Type o f Adjustment, Calculate 

Adjustment Value, Approval Process, Data Entry, Reconcile Adjustments, System Updates)

Bankruptcy • If notice of bankruptcy 
obtained by MPR, forward 
information to EDS.

• Review/audit extinguishment 
for approval.

• Accept/reject
recommendations to oppose 
bankrupt’s discharge; 
instruct Attorney General’s 
office accordingly.

• When notice of bankruptcy obtained, cease collection actions; 
research to determine all accounts affected and notify Program 
Ministries.

• Prepare and file Proof of Claim if applicable.
• Monitor account for all discharges and dividends.
• Reinstate collection on BCSAP accounts, as appropriate.
• Extinguish balances as appropriate, and report accordingly.
• Where appropriate, consider opposing discharge of bankruptcy; 

forward recommendation to MPR.

RECONCILIATION (INCLUDES CHEQUE DEPOSITED WITH BANK, CONFIRMATION TDI, CONFIRMATION GL, CONFIRMATION SUB-GL)

FUNCTION MPR EDS

Bank Account Management 
& Reconciliation

Refunds must be authorized by 
MPR.

Bank accounts are reconciled by EDS (HSBC), PAD (CUCBC). 
Accounts are reconciled with:

• bank statement
• TDI system
• Sub  ledger
• General ledger

EDS will provide to MPR reconciliations monthly.

Wire Transfers N/A EDS will accept wire transfers from customers to the Province’s bank 
accounts and make account adjustments.

Audit Audit is performed on various 
adjustments for compliance.

Audit is performed on various adjustment forms to ensure accuracy 
and to ensure compliance to procedures.

ACCOUNT ADJUSTMENT

FUNCTION MPR EDS

Adjustments particular to 
BCSAP
Re-instatements
Loan Remissions
Recalled Claims
Permanent Disability
Capitalized Interest

Audit adjustments. Student loan balances may be adjusted according to Program 
policies.  Balances may be reduced or the accounts may be returned 
to client ministry or financial institutions.

Back-dated Transaction 
Verification

Audit adjustments. Verify the account balance and interest of back-dated transactions.
Enter adjustment transaction in CLAS.
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ACCOUNT ADJUSTMENT

FUNCTION MPR EDS

Apply legal or collection 
fees

Approve payment request and 
process disbursement.

Adjust accounts per invoices for collection expenses (e.g., process 
service) or protectionary disbursements (e.g., payment of real estate 
taxes to preserve Provincial interest in property) received from 
litigation.
Prepare payment request and enter transaction on CLAS.
Forward payment request to MPR for processing and disbursement.

Transfers by journal 
vouchers

N/A Post payments received by other government offices, which are 
communicated via journal vouchers.
Enter payment transactions into appropriate system.
Ensure journal voucher has posted to GL.

Post dated cheques
N/A Maintain inventory of post dated cheques submitted by debtors. 

Process checks at applicable due date.
Enter Event Note on CLAS if applicable.

ACCOUNT EXCEPTIONS

FUNCTION MPR EDS

Offers   (Settlements) 
(allowable for certain 
programs only)

• Review Offer and supporting 
documentation, and accept/ 
or reject accordingly.

• Advise EDS of decision and 
terms for final 
correspondence with debtor.

• Audit extinguishments in 
conjunction with OCG.

• Receive Offer, obtain supporting documentation and document 
rationale for recommendation for acceptance/rejection of Offer.

• Submit recommendation to MPR.
• Update account in accordance with MPR’s instructions.
• If Offer accepted, monitor for compliance.  If debtor defaults, 

continue collection action.

Process adjustments 
received from program 
ministries

Audit Adjustments. CLAS may reject transactions in an electronic transmission if an 
account is in a closed status (paid out, recalled, extinguished, etc).
Review the rejection report and either enter a manual transaction on 
CLAS or advise the program ministry that the transaction was 
rejected.

AUDIT AND RECONCILIATION

FUNCTION MPR EDS

Bank Account
Management &
Reconciliation

MPR receives all CRA setoff 
recoveries for Province.  MPR 
prepares journal vouchers for 
posting to CLAS accounts and 
submits to EDS in a timely basis.
Non-CLAS CRA recoveries are 
remitted to applicable offices (via 
journal voucher or payment 
request).

Province Bank accounts are established for specific deposits.
Deposits are reconciled daily to the Provincial Treasury Deposit 
Information System (TDI Report).  CRA setoffs received by MPR are 
posted to CLAS per journal vouchers received from MPR.  CLAS 
transactions are reconciled daily (payments and adjustments).
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Portfolio reconciliations MPR will perform the monthly 
reconciliation of portfolio balances 
and reconciliation to Program 
Ministry A/R systems.

For each portfolio, EDS will produce a monthly accounts receivable 
report and a summary of all transactions posted. 
EDS will prepare documents and forward to MPR for review and 
spending authority.

ACCOUNTS RECEIVABLE

FUNCTION MPR EDS

Reporting – Client 
ministries

Client Ministries receive financial 
activity reports from EDS

EDS will transmit electronic financial activity reports to Program 
Ministries (MHR, MSP, and Ambulance) weekly.   The reports include 
all transa ctions posted to the portfolio within the reporting period.
Reporting to Court Fines is manual (there is no electronic file for the 
activity on this portfolio).

Statistics MPR will receive the following 
weekly reports:
• Retail loan report
• Incremental rev enue
• Recoveries through Vote 43
• Cost ratios
• Aged a/r reports
• CRA deposits
• PCA recoveries

EDS will prepare the following reports on a monthly basis, and submit 
to MPR:
• Retail loan report
• Incremental revenue
• Recoveries through Vote 43
• Cost ratios
• Aged a/r reports
• CRA deposits
• PCA recoveries

Revenue estimates EDS will provide monthly 
transaction summary reports 
monthly.

Copies of monthly transaction summary reports provided to MPR.

OTHER

FUNCTION MPR EDS

Lease accounts Lease revenue payments applied 
on CLAS.

N/A

Student Loan claims Claims for defaulted accounts 
received from financial institutions.
Claim adjudicated and appropriate 
amount paid out.

New receivable established on CLAS.

Claims for Loss (MAP) Claims for defaulted accounts 
received from financial institutions.
Claim adjudicated and appropriate 
amount paid out.

New receivable established. 

Buybacks of mortgages 
from Bank of Montreal

Claims for defaulted accounts 
received from bank and 
adjudicated.

New mortgage receivable established on CLAS.

Page 160 
FIN-2011-00158



 

- 53 -
VAN01: 2046487: v1

6. Strategy, Performance and Quality 
Services

Set forth below is a general description of the process flows for the Strategy, 
Performance and Quality services.  Detailed Strategy, Performance and Quality 
services will be described in the SOW 2, Le vel 3 documents.

For more detailed responsibilities with respect to the processes described in
Section 6, refer to the Roles and Responsibilities matrix, Section 6.2.

6.1 Strategy, Performance and Quality 
Services Process Flow
6.1.1 Strategy, Performance and Quality – Performance 

Reporting

PERFORMANCE REPORTING PROCESS

• Monitoring performance against Service Levels and Outcomes and generating other diagnostic and ad-hoc
reports.

• Supporting operational and agent performance reporting requirements.

• Working with the EDS Revenue Services lead and Function leads to interpret performance metrics, identify root 
cause drivers and recommend appropriate mitigating strategies and processes to continuously enhance 
performance.

• Supporting workload trend analysis and other forecasting.

6.1.2 Strategy, Performance and Quality – Analytics and 
Strategy Evolution

ANALYTICS AND STRATEGY EVOLUTION PROCESS

• Conceiving collection strategies as defined by timing, specific activities conducted in defined sequences, 
correspondence used, collection recourse activities deployed, etc.

• Model development and maintenance.

• Interface with Transformation activities.
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6.1.3 Strategy, Performance and Quality – Enhancement 
Execution

ENHANCEMENT EXECUTION PROCESS

• Supports the development of Flight Plans defining enhancements and transformation activities.

• Daily point of contact for requirements definition, issue resolution, communications planning, and implementation 
activities related to transformation projects including liaison with MPR.

• Directly conceives and executes process enhancement activities related to ongoing operations to continuously 
drive new methods and approaches.

6.1.4 Strategy, Performance and Quality – Compliance

COMPLIANCE PROCESS

• Monitor and investigate incoming complaints, to track complaint incidence rates and determine whether 
complaints may be deemed as legitimate or spurious.

• Monitor calling activity (inbound and outbound customer service and collection) to determine compliance with 
policy, professional standards, Province Policies, Service Levels, and Outcomes.
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6.2 Strategy, Performance and Quality – Roles 
and Responsibilities 

STRATEGY, PERFORMANCE AND QUALITY – ROLES AND RESPONSIBILITIES

FUNCTION MPR EDS ADVANCED SOLUTIONS INC

Performance Reporting For the retained portion of 
CLAS these functions will 
continue.

Support the management and operational reporting 
requirements for Service Levels and Outcomes from operations 
outsourced by MPR.

Champion/Challenger
Analytics and Strategy 
Evolution

 Input into strategy. Provide champion/challenger strategy support for the Collection 
Services.

Enhancements For the retained functions. Implementation of enhancements.

Compliance Audit. Monitor and investigate incoming complaints.
Track complaint incidence rates.
Determine whether complaints may be deemed as legitimate or 
spurious.
Monitor calling activity (inbound and outbound customer service 
and collection). 
Determine compliance with policy, professional standards, 
Province Policies, Service Levels and Outcomes.
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7. Appendix A: In-Scope program matrix  

Bill 
Presentment

Payment 
Remittance

Debtor 
Contact

Ministry 
Program 

Interactions
PCA 

Management Skip Trace

Government 
Administered 

Collection Tools

Program
MSP

MSP Direct X X X X X X X
MSP Group X X X X X X X

MHR
BC Benefits Overpayments X X X X X X
Court Orders X X X X X X

BCSAP
BC Student Loans X X X X X X
BC Grant Overawards X X X X X X

Immigrant Sponsorships X X X X X X
Court Fines X X X X X X
Property tax

Real Property Tax X
Property Transfer Tax X
Land Tax Deferment X
Miscellaneous X
School Tax X

Consumer Taxation
Social Service Tax X
Hotel Room Tax X
Municipal Tax Flow Through X
Motor Fuel Tax X
International Fuel Tax Agreement X
Tobacco Tax X
Asset Payments and Casuals X

REG/COB and BAM X
Income and Corporate Taxation

Corporation Capital Tax X
Insurance Premium Tax X
Logging Tax X
Mineral Land Tax X

Tax Collections - All
Post-dated - All X
Bus Pass (MHR) X
Ambulance (EHS) X X X X X X

Mineral, Oil and Gas Taxation
Mineral Oil and Gas Tax X
Oil Royalty X
Gas Royalty X

Misc Collection Portfolios X X X X X X

COLLECTION
BILL PRESENTMENT AND 

REMITTANCE
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Billing Enquiry
Account 

Verification
Complaint 
Handling

Inbound 
Appeals

General 
Informnation

Program
MSP

MSP Direct X X X X X
MSP Group X X X X X

MHR
BC Benefits Overpayments
Court Orders

BCSAP
BC Student Loans
BC Grant Overawards

Immigrant Sponsorships
Court Fines
Property tax

Real Property Tax
Property Transfer Tax
Land Tax Deferment
Miscellaneous
School Tax

Consumer Taxation
Social Service Tax
Hotel Room Tax
Municipal Tax Flow Through
Motor Fuel Tax
International Fuel Tax Agreement
Tobacco Tax
Asset Payments and Casuals

REG/COB and BAM
Income and Corporate Taxation

Corporation Capital Tax
Insurance Premium Tax
Logging Tax
Mineral Land Tax

Tax Collections - All
Post-dated - All
Bus Pass (MHR)
Ambulance (EHS)

Mineral, Oil and Gas Taxation
Mineral Oil and Gas Tax
Oil Royalty
Gas Royalty

Misc Collection Portfolios

CUSTOMER SERVICE (MSP)
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Accoun t  
A d j u s t m e n

Accoun t  
Rece i vab l Reconci l ia t io

P r o g r a m
M S P

M S P  X X X
M S P  X X X

M H R
BC Bene f i t s  X X X
Cour t  X X X

B C S A P
B C  S t u d e n t  X X X
B C  G r a n t  X X X

I m m i g r a n t X X X
C o u r t X X X
Proper ty

Real  Proper ty  
TProper ty  Transfer  
L a n d  T a x  
M iscellaneo
School

C o n s u m e r
Socia l  Service  
H o t e l  R o o m  
Mun ic ipa l  Tax  F low  
Motor  Fue l  
In ternat ional  Fuel  Tax 
Tobacco
A s s e t  P a y m e n t s  a n d  

R E G / C O B  a n d  
I n c o m e  a n d  C o r p o r a t e
T iCorpora t ion  Cap i ta l  

TI n s u r a n c e  P r e m i u m  
Logging
TMine ra l  Land  

Tax  Co l l ec t ions  -
P o s t- dated -
Bus  Pass  
A m b u l a n c e X X X

M i n e r a l ,  O i l  a n d  G a s  
Minera l  Oi l  and  Gas  
Oil
Gas

Misc  Co l l ec t ion  X X X

A C C O U N T
G
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Performance 
Reporting

Analytics 
and 

Strategy 
Evolution

Enhancement 
Execution Compliance

Program
MSP

MSP Direct X X X X
MSP Group X X X X

MHR
BC Benefits Overpayments X X X X
Court Orders X X X X

BCSAP
BC Student Loans X X X X
BC Grant Overawards X X X X

Immigrant Sponsorships X X X X
Court Fines X X X X
Property tax

Real Property Tax X X X X
Property Transfer Tax X X X X
Land Tax Deferment X X X X
Miscellaneous X X X X
School Tax X X X X

Consumer Taxation
Social Service Tax X X X X
Hotel Room Tax X X X X
Municipal Tax Flow Through X X X X
Motor Fuel Tax X X X X
International Fuel Tax Agreement X X X X
Tobacco Tax X X X X
Asset Payments and Casuals X X X X

REG/COB and BAM X X X X
Income and Corporate Taxation

Corporation Capital Tax X X X X
Insurance Premium Tax X X X X
Logging Tax X X X X
Mineral Land Tax X X X X

Tax Collections - All
Post-dated - All X X X X
Bus Pass (MHR) X X X X
Ambulance (EHS) X X X X

Mineral, Oil and Gas Taxation
Mineral Oil and Gas Tax X X X X
Oil Royalty X X X X
Gas Royalty X X X X

Misc Collection Portfolios X X X X

ANALYTICS AND ENHANCEMENTS SUPPORT
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8. Appendix B: Frequency/Volume Tables

8.1 Billing and Remittance Processing
8.1.1 Remittance Services Process Flow – General

Set forth below is a summary of the transactions/frequency/volumes for certain 
Programs as of March 31 2004.  Such frequency/volumes, impacts and other 
similar metrics set forth in this Appendix B are not, and shall not be deemed to be, 
a representation, warranty, covenant or guarantee by the Province of the
frequency/volumes for such Programs now or in the future, but are included here 
merely by way of illustration and for informational purposes only.

PROGRAM
ANNUAL TRANSACTIONS

(ALL PAYMENT TYPES)
ANNUAL REVENUE

MSP – (Direct and Group) 3,277,426 1,348,268,439

Ambulance Fee 163,071 16,668,022

Social Service 968,941 3,915,849,762

Hotel 28,490 115,115,268

Municipal 5,240 15,219,495

International Fuel Tax 
Agreement 7,279 8,779,435

Tobacco Tax 1,618 622,988,392

Motor Fuel 2,532 1,135,174,226

Asset & Casuals 19,658 27,885,120

Rural Property Tax 308,423 456,568,535

Property Transfer Tax 6,920 9,343,941

Land Tax Deferment 1,338 13,543,364

School Tax 3 31,041

Misc./Search Fee 104 821,441

Corporate Capital Tax 40,251 479,521,101

Insurance Premium Tax 566 224,980,269

Logging Tax 2,609 28,552,130

Mineral Land Tax 5,200 N/A

Bus Pass Fee 64,170 2,913,591

Commercial Loans 600 N/A

BCSAP 55,323 10,354,000

Court Fines N/A 203,433
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PROGRAM
ANNUAL TRANSACTIONS
(ALL PAYMENT TYPES)

ANNUAL REVENUE

MHR EIA 98,191 10,367,404

Immigrant Sponsorship N/A 1,066,432

Frequencies/Impacts

SERVICE PEAK PERIOD BUSINESS DRIVERS

MSP – Direct Pay Last of each month. All payments are processed before Health 
Services Production Schedule cut-off dates.

MSP - Group First week of each month. All payments are processed before Health 
Services Production Schedule cut-off dates.

Social Service/Hotel
/Municipal Tax

Between the 15th and the 3rd 
day of the following month.

BRB peak processing periods occur during 
times associated with processing the SST 
monthly returns (due the 15th of each month) 
and running the DLQ on the 8th of the 
following month.

Social Service/Hotel 
/Municipal Tax

During the last week of:
• April
• July
• October
• January

Additional processing volumes occur for 
several days at times associated with the 
processing of Quarterly, Semi-Annual and 
Annual returns.

IFTA (Carrier)

For the last two weeks of:
• April
• July
• September
• January

Carrier returns are due at the end of each 
quarter.

IFTA (Renewals)
From the end of October 
through the first week of 
January.

Annual renewals are due at calendar year 
end.
Renewal processing volumes begin in 
October and peak during the last three 
weeks of the year.

IFTA (Transmittals, 
Jurisdictional and Base)

From the 5th through the 
15th of every month.

Jurisdictional returns are due the 15th of 
each month. 
Transmittal cut-off is the 20th of the following 
month.

Motor Fuel Tax (FCO, FNG) Between the 15th and 30th of 
every month.

Returns are due the 15th of each month
Specific peak periods are determined 
through prioritization with other BRB 
processes.

Tobacco Tax 
(TES/TWS/FNR)

Between the 10th and 30th of 
every month.

Tobacco returns are due the 10th (First 
Nations) and the 15th (Wholesale) of each 
month.
Specific peak processing periods are 
determined through prioritization with other 
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SERVICE PEAK PERIOD BUSINESS DRIVERS

processes.

Boats/Aircraft/
Manufactured Homes 
(BAM) and Assets

Between the 15th – 30th of 
every month 
• From April through 

September

BRB peak processing periods occur for 
several days at times associated with SST 
monthly remittance cycle.
BRB peak processing periods also result 
during the summer purchasing months.

Registration/Close of 
Business

Between the 15th and 30th of 
every month.

Specific peak periods will be determined 
through prioritization with other BRB 
processes.

Income Tax (CCT)
For the entire month of:
• July

While Income Tax has annual returns and
quarterly instalments, July sees the largest 
volume of annual returns.

Insurance Premium

During the second half of:
• June
• September
• December
• March

Peak processing periods occur for several 
days associated with instalment payments 
due on the 15th of the 6th, 9th and 12th 
month of the year with the final payment due 
March 31 of the following year.

Logging Tax

During the second half of:
• April
• June
• October

Peak processing periods occur for several 
days associated with payments that can be 
made at taxation year-end, at end of third 
month following taxation year-end and six 
months after taxation year-end.

Property Transfer Tax For several days throughout 
the year.

While there is no regular peak period, the 
“hot” real-estate market results in short peak 
processing periods throughout the year.

Real Property Tax
For the entire months of:
• June
• July

Peak processing volumes occur for several 
weeks associated with the 400,000 tax 
notices with a July 2nd due date.

Real Property Tax 
(Forfeiture)

From mid November through
December.

Additional processing volumes occur 
associated with forfeiture notices with 
November 30 due dates.

Real Property Tax 
(Overdue Notices

From mid September through 
November.

BRB peak processing periods occur for 
several weeks associated with September
overdue notices and October 31st,  2nd 
penalty notices.

Bus Pass Oct-Dec Peak volumes: 40,000.

8.1.2 MSP – Bill Presentment – Pay Direct and Group

Frequency
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FREQUENCY

MSP – PAY DIRECT AND GROUP PAY

BILL TYPE DESCRIPTION

Pay Direct The frequency for Pay Direct MSP bills is currently twice per week (Tuesdays 
and Thursdays).

Group Pay The print frequency for the Group bills is monthly (approximately dated the 
19th through the 23rd). 

Initial Bill (Pay Direct 
Only)

First bill sent to new registrants (weekly)

Volumes

BILL TYPE VOLUME

Pay Direct 350,000/mo

Group Pay 14,000/mo

Initial Bills 10,000/mo

Returned Mail 11,000/mo

8.2 Collection Services
8.2.1 MSP – Pay Direct

Frequency/volume (as of 31 March 2004)

ACCOUNT
NUMBER OF 

ACCOUNTS

PORTFOLIO

BALANCE

AVERAGE NEW

ACCOUNTS

AVERAGE VALUE

NEW ACCOUNTS

Pay Direct (CLAS 
only)

173,317 * $208,840,150 * 10,000/mo $433.33

Pay Direct –
recalls (prior 12-
month total)

100,719 $76,206,074 N/A $756.62

Demand Letters N/A N/A 10,000-12,000/mo N/A

Returned Mail N/A N/A 2,800/mo N/A

*These volumes are included in those listed in the Account Management Volume 
table, Section 8.4
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Note: cancelled Pay Direct accounts are not reflected in these volumes, but may 
be transferred to CLAS in the near future – potential volume impact.
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Misc. Frequencies/Impacts

TYPE DESCRIPTION FREQUENCY IMPACT

MHS Revenue 
Verification
(RV)

Verification by MHS of 
eligibility for Premium 
Assistance against CRA 
database

Quarterly Volume of incoming accounts 
doubles approx 4 months 
after run.

MHS Auto-
enrol

MHS has developed an 
automated enrolment 
process that adds accounts 
that have not been 
previously billed premiums

8,000-10,000 new 
enrolments monthly
In June 2005 the 
remaining 50,000 
accounts will leave full 
premium assistance 
and start receiving bills

Increases non-revenue
generating queries

Demand Letter Misc. data quality issues 
including inaccurate 
addresses and dates of 
birth

Sent within one month 
of the account being 
transferred to CLAS

Approximately 28% of all 
demand letters sent are 
returned undeliverable. 

8.2.2 MSP – Group Pay

Frequency/volume

ACCOUNT
NUMBER OF 

ACCOUNTS

PORTFOLIO

BALANCE

AVERAGE NEW

ACCOUNTS

AVERAGE VALUE

NEW ACCOUNTS

Group Pay  (included in 
Account

Management
table, Section 5.2)

(included in 
Account

Management
table, Section 5.2) 

 N/A  N/A

8.2.3 Ambulance

Frequency/volume (as of 31 March 2004)

ACCOUNT
NUMBER OF 

ACCOUNTS

PORTFOLIO

BALANCE

AVERAGE NEW

ACCOUNTS

AVERAGE VALUE

NEW ACCOUNTS

Ambulance Fees 163,071 $16,668,022 5,500/mo $97

Demand Letters N/A N/A 5,500/mo N/A

Returned Mail N/A N/A 1,500/mo N/A
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Misc. Frequencies/Impacts

TYPE DESCRIPTION FREQUENCY IMPACT

Demand Letter Misc. data quality 
issues including 
inaccurate addresses, 
spelling of names, 
dates of birth

Sent monthly Increased volumes of 
returned mail (30%)

8.2.4 MHR – Overpayments of Employment and 
Assistance

Frequency/volume (as of 31 March 2004)

ACCOUNT
NUMBER OF 

ACCOUNTS

PORTFOLIO

BALANCE

AVERAGE NEW

ACCOUNTS

AVERAGE VALUE

NEW ACCOUNTS

Overpayments of 
Employment and 
Assistance

66,609 $83,044,938 1,786/mo $878

Recalls (prior 12-
month total)

11,597 $14,760,070 N/A $1,273

8.2.5 Immigrant Sponsorship

Frequency/volume (as of 31 March 2004)

ACCOUNT
NUMBER OF 

ACCOUNTS

PORTFOLIO

BALANCE

AVERAGE NEW

ACCOUNTS

AVERAGE VALUE

NEW ACCOUNTS

Enforceable 1,289 $40,462,808 unknown unknown

Unenforceable 676 $47,652,067 unknown unknown

Combination
(portion is 
enforceable and 
unenforceable)

1,300 (Included above) unknown unknown

8.2.6 Court Fines

Frequency/volume (as of 31 March 2004)
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ACCOUNT
NUMBER OF 

ACCOUNTS

PORTFOLIO

BALANCE

AVERAGE NEW

ACCOUNTS

AVERAGE VALUE

NEW ACCOUNTS

Court Fines 45,533 $9,928,829  Unknown N/A

Misc. Frequencies/Impacts

TYPE DESCRIPTION FREQUENCY IMPACT

Demand Letter Misc. data quality issues 
including inaccurate 
addresses, spelling of 
names, dates of birth

Sent monthly

Backlog of 30,000 
accounts

Increased volumes of 
returned mail (approx. 50%)

8.2.7 British Columbia Student Assistance Program

Frequency/volume (as of 31 March 2004)

ACCOUNT
NUMBER OF 

ACCOUNTS

PORTFOLIO

BALANCE

AVERAGE NEW

ACCOUNTS

AVERAGE VALUE

NEW ACCOUNTS

Guaranteed British 
Columbia Student 
Loans (Program 
12)

6,642 $46,156,832  N/A  N/A

BC Student (Risk 
Premium) Loans
(Program 19)

230 $1,751,886 N/A N/A

BC  Grant 
Overawards
(Program 20)

4,149 $10,859,484  N/A  N/A

BC  Grant
Overawards - Joint 
Provincial/Federal
Grants (Program 
21)

3,117 $12,699,303 N/A N/A

BC  Grant 
Overawards -
Federal Grants 
(Program 22)

1,519 $2,673,267  N/A  N/A

Canada Millenium 
Scholarships
(Program 23)

826 $2,207,829 N/A N/A
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ACCOUNT
NUMBER OF 

ACCOUNTS

PORTFOLIO

BALANCE

AVERAGE NEW

ACCOUNTS

AVERAGE VALUE

NEW ACCOUNTS

Direct Lend 
Student Loans
(Program 26)

3,298 $12,749,911 N/A N/A

Total 19,781 $89,098,512 439/mo $2,552

Note: Provincial and Federal Grant funding programs will end as of Aug/Sep
2004; only Canadian Millenium Scholarship program will remain. 

Potential volume impact.

TYPE FREQUENCY

Annual Income Tax Letter Sent by Feb 15th of each year for most accounts for 
which a payment was made during the prior
calendar year (judgments excluded).

8.2.8 Miscellaneous Programs

Frequency/Volume

ACCOUNT
NUMBER OF 

ACCOUNTS

PORTFOLIO

BALANCE

AVERAGE NEW

ACCOUNTS

AVERAGE VALUE

NEW ACCOUNTS

Miscellaneous
Programs

(refer to Appendix 
C)

8.2.9 Collection Customer Service

Applies to all in-scope collection portfolios at CLMB; average monthly volumes 
during FY 2003/2004

CHANNEL VOLUME

Telephone Enquiries
(inbound/outbound)

27,000/mo

Email
(inbound/outbound)

7,000/mo

Fax (inbound/outbound) 5,000/mo
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8.3 Customer Service
Applies to MSP Billing transactions.

Frequency/volume (applies to all MSP Customer Service Transactions) - for FY 
2003/2004

CHANNEL VOLUME

Telephone Enquiries 
(inbound)

2,500/mo

Email
(inbound/outbound)

3,300/mo

IBM Call Centre Tickets 
(inbound)

500/mo

Fax (inbound/outbound) 95/day

Letter Correspondence 
(inbound/outbound)

2,900/mo
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8.4 Account Management
8.4.1 Account Adjustment

Frequency/volume FY 2003/2004

MSP ADJUSTMENT TYPE (PAY
DIRECT AND GROUP) *

AVERAGE MONTHLY
TRANSACTIONS

AVERAGE MONTHLY DOLLAR
VALUE

Bankruptcy (MSP Pay Direct 
only) 416 N/A 

Account Transfers  475 3,200,000 

Refunds 340 227,000 

Credit Adjustments 130 1,600,000 

Debit Adjustments 52 30,000 

Interest Adjustments 12 1,300 

NSFs 504 86,200 

Care Card Adjustments 62 N/A 

* Manual Adjustments Only

COLLECTION ADJUSTMENT
TYPE (FROM CLAS) *

AVERAGE MONTHLY
TRANSACTIONS

AVERAGE MONTHLY DOLLAR
VALUE

NSFs 810 N/A 

Interest Adjustments 100 N/A 

Credit/Debit and Refunds 400 N/A 

* Manual Adjustments

REPORT TYPE (MANUAL
REPORTS) FREQUENCY

Accounts Receivable Monthly 

Revenue Monthly 

Ad Hoc Ongoing 

8.4.2 Account Receivable

Frequency/volume FY 2003/2004
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ACCOUNT TYPE (MSP PAY
DIRECT AND GROUP ONLY)

ANNUAL
TRANSACTIONS (FY

2004)

DOLLAR VALUE OF 
TRANSACTIONS (FY 2004)

Write-offs (some reflected in 
adjustments in Section 5.1 
above) 

1,026 669,000 

Extinguishments 72,600 8,995,000 

Pre-Authorized Debit 
Applications 2,000/mo N/A 

Accounts Receivable Portfolio Volumes

ACCOUNT TYPE
NUMBER OF ACCOUNTS

(AS OF MAY 2004)
VALUE OF ACCOUNTS (AS OF 

MAY 2004)

MSP Pay Direct 962,651 283,836,897 

MSP Pay Direct Provision  249,775,000 

MSP Group 16,446 28,824,777 

MSP Group Provision  7,206,000 

Pre-Authorized Debit 
Transactions (per month) – 
non-MSP 

33,577 2,500,000 

8.4.3 Account Reconciliation

Frequency/volume

TYPE FREQUENCY

Portfolio Reconciliation Monthly 

Bank Reconciliation Daily 

Page 179 
FIN-2011-00158



 

- 72 -
VAN01: 2046487: v1

9. Appendix C: In-Scope Collection for 
Miscellaneous Programs

This appendix lists the miscellaneous Programs that are in-scope for the Services 
under the Master Agreement, to be implemented or otherwise onboarded to the 
Services in accordance with the terms of the Master Agreement.

PROGRAM NUMBER OF 

ACCOUNTS

PORTFOLIO BALANCE

HAA New Homes 4 14,869

HAA Tenant 0 0

HPA First Homes 6 27,428

Conversion Mortgages 0 0

HPA Older Homes 52 297,021

BC Home Program 4 15,070

Student Venture Loans 27 111,399

Home Owner Grant (where there is no property) 1 430

Business Start-up Loans 23 333,083

Prospectors Assistance Grants 1 5,231

Ad Hoc Judgments 3 378,742

Penalty/Costs Assessments 51 1,891,162

Mortgage Assistance Program 11 114912

Medical Services Premiums - P Accounts – not 
on CLAS 

part of MSP pay 
direct

part of MSP pay direct

Leasehold Mortgage 18 331,291

Agreement for Sale Mortgage 4 25,633

Senior Citizens Lease 0 0

Co-op Land Lease 0 0

Ad Hoc Mortgages 5 1,075,034

Non-CLAS Programs:

Salary Overpayments Unknown unknown

Attorney General 65 73,498

Sustainable Resources 20 20,785

Management Services 33 25,780
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PROGRAM NUMBER OF 

ACCOUNTS

PORTFOLIO BALANCE

Risk Management 20 661,302

Contaminated Sites 6 127,051

Hunting Licenses 16 49,624

Medical Practitioners 10 1,063,495

Trade Practices 1 38,466

Waste Management 33 148,920

Totals 414 6,830,226

Data as of 31 March 2004
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10. Appendix D: In-Scope Collection 
Program Attributes and 
Business/Operational Impacts

10.1 Medical Services Plan (MSP) – Pay Direct 
Premiums

10.1.1 Attributes

• Ministry of Health Services (MHS) enrols subscribers on the MHS 
Registrat ion and Premium Billing system and administers the 
Premium Assistance program.

• MPR administers the Temporary Premium Assistance program.
• No Interest on overdue premiums and not reported to credit bureaus.
• Subscribers and beneficiaries are jointly and severally liable for MSP 

debt.
• Legal action not usually taken through courts given the small dollar 

value of most accounts.
• Government Authorized Collection Actions can be used except 

compromise settlements. 
• Debt does not survive bankruptcy (note: premiums accrued after the 

bankruptcy assignment are not part of the bankruptcy and are 
payable).

• Premiums prescribe after six years with no acknowledgement.
• Accounts are assigned electronically to private collection agencies 

based on specific criteria.

10.1.2 Business/Operational Impacts 

DESCRIPTION FREQUENCY IMPACT RESULT

Cancelled Accounts Premiums accrued prior 
to customer transferring 
to a group or spousal 
plan or moving out of 
province.  Upon 
cancellation, a letter 
advising of the final Pay 
Direct amount is sent 
and no further bills are 
issued.  Accounts are 
not currently on CLAS 
and are aging and 
prescribing.

Unknown monthly 
volume – not available
Feb 2004: balances not 
available

Complaints and appeals 
due to long period of no 
contact
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DESCRIPTION FREQUENCY IMPACT RESULT

MHS Revenue 
Verification (RV) and
Automated Payment 
Plan   

RV process may result 
in accounts being 
returned to the billing 
process at full rate if 
subscriber had not filed 
CRA return for two 
years. RPB system sets 
an automated payment 
plan.  No address 
verification is done prior 
to billing.

Quarterly Increased volume of 
accounts transferred to 
collection 4 months after 
the verification.
Collection resources 
time spend resolving 
enrolment issues.
Increase in trace 
resources required.

MHS Auto enroll MHS‘s automated 
enrolment process bills
accounts that have not 
previously been billed.
Examples are: orphaned 
beneficiaries; cancelled 
accounts.  No address 
verification prior to 
billing.

Monthly: 8,000-10,000
new enrolments with 
backlog.

Increased volume of 
non-revenue generating 
calls.

MHS processing delays 
for CLMB accounts

CLMB refers customers 
to MHS for program 
related issues and 
adjustments. Collection 
work is suspended until 
the enrolment issue is 
resolved and account 
recalled to program.

Typically CLMB has 
10,000-12,000 accounts 
coded for MHS review 
which have not been 
adjusted recalled.

Delays in processing 
require collector to 
review account and 
contact debtor a second 
time resulting in revenue 
delays.

Data Quality issues Data quality issues 
include inaccurate 
addresses, phone 
numbers and DOB.

Approximately 28% 
return mail on demand 
letters.

Trace and collection 
resources impacted.
Receivables are 
overstated.

CRA peak season The CRA set-off
program generates an 
annual letter during 
December and January 
each year and results in
significant contact.
Some accounts may be 
in an MHS processing 
backlog. CRA offset 
funds may be applied 
prior to adjustment 
processing.

Annual CRA Letters 
issued Dec and Jan 
each year. Increased 
contact from Jan-May.

Increased call volumes, 
referrals back to MHS 
and refund requests.

MHS Resources, 
Systems and Telephony

MHS resources are 
limited, especially during 
vacation periods, and 
are focused on MHS 
core business 
(enrolment and PA).
MHS systems and 

Peak vacation periods 
include July/ August & 
December.

MPR’s direct line with 
MHS is often 
compromised and MPR 
collectors are unable to 
transfer callers to MHS.
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DESCRIPTION FREQUENCY IMPACT RESULT

telephone technology 
are legacy.
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10.2 MSP – Group Billing
10.2.1 Attributes

• MHS administers group billing plans for employers, unions and 
pension plans.

• Group accounts are billed by MPR on the RPB system but are not 
transferred to CLAS after 90 days (all collection actions are manual 
based on reports generated from the RPB system). 

• Interest is charged on some group accounts.
• Accounts not reported to credit bureaus.
• Overdue accounts range from $200 through to tens of thousands of 

dollars.
• Legal action not taken through courts at this time. 
• Government Authorized Collection Actions can be used, except for 

compromise settlements and CRA as only individuals can be 
registered with CRA.

• Individuals within a group cannot be pursued for Group debt 
amount

• Debt does not survive bankruptcy.
• Accounts prescribe after six years with no acknowledgement.
• Accounts are not assigned to private collection agencies at this time. 

10.2.2 Business/Operational Impacts

DESCRIPTION IMPACT

Accounts not transferred to CLAS after 90 days. Manual collection process (including payment 
tracking).

Accounts may be cancelled for non-payment. Large numbers of employees may be impacted.

MHS backlogs. Delayed account adjustments result in incorrect 
balances and coverage. 

MHS does not always confirm legal entity when 
registering group.

Legal entity for collection purposes can’t be 
determined.
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10.3 Ambulance Services

10.3.1 Attributes

• Ministry of Health Services (MHS) charges a fee for ambulance 
rides and flights (Emergency Health Services Act). 

• MoH sends three bills from the legacy ABIS computer system.
• Accounts are high volume, low dollar.
• Multiple accounts for same person; debt not rolled up.
• No interest charged and not reported to credit bureaus.
• Accounts over 90 days are electronically transferred to CLAS for 

collection.
• Legal action not taken through courts (low balance accounts).
• Government Authorized Collection Actions can be used except for 

compromise settlements (CRA is manual due to system limitations 
with respect to debtor matching). 

• Accounts are electronically assigned to private collection agencies 
based on specific criteria. 

• Debt does not survive bankruptcy.
• Accounts prescribe after six years with no acknowledgement.
• MHS has an appeal process.

10.3.2 Business/Operational Impacts

DESCRIPTION IMPACT

Data quality issues, legacy ABIS system and delays 
in establishing and billing the debt.

High volumes of return mail, incorrect bills and 
inability to debtor match.
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10.4 Ministry of Human Resources (MHR) 
Employment and Assistance

10.4.1 Attributes

• Comprised of repayable benefits from hardship grants, security 
deposits, overpayment of benefits, fraudulently obtained benefits, 
co-op ho using shares. Overpayments may be administrative errors 
or failure to declare assets/status by recipient

• Debt types are rolled up by debtor (when transferred to CLAS). 
• No interest charged and not reported to credit bureaus.
• Legal action not usually taken through courts (low dollar accounts -

not cost effective). 
• Debt does not survive bankruptcy.
• Government Authorized Collection Actions can be used.
• Accounts prescribe after six years with no acknowledgement.
• Accounts are assigned electronically to private collection agencies 

based on specific criteria. 

10.4.2 Business/Operational Impacts

DESCRIPTION IMPACT

Accounts coded “debt claimed” by MHR have no 
signed repayment agreement and must be 
referred back to MHR for debt validation.

Incorrect account balances, collection delays and 
revenue impacts.

Accounts with Health and Safety flags have 
been held back by MHR.

Revenue.

Processing of adjustments not timely. Requires monitoring by collectors. 

Residential Tenancy requirements re; security 
deposits.

Requires individual account review to assess 
collectibility.

Multiple account roll-up. Debt types on one account have different prescription 
dates.
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10.5 MHR Court Ordered Restitution

10.5.1 Attributes

• Large balance accounts with court ordered judgments where 
benefits were obtained fraudulently.

• Collection tools can include legal enforcements (i.e., seizure and sale, 
registration of judgment on property, payment hearings).

• Interest is charged at the judgment rate.
• Not reported to the credit bureaus.
• Debt does not survive bankruptcy.
• Government Authorized Collection Actions can be used.
• Accounts prescribe after ten years with no acknowledgement.
• Accounts are not assigned to private collection agencies.

10.5.2 Business/Operational Impacts

N/A
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10.6 MHR Immigrant Sponsorship

10.6.1 Attributes

Canadian Citizens may sponsor new immigrants to Canada.  Under Federal 
legislation, the Sponsor is liable for the support of the Sponsoree for a designated 
period (up to 10 years) – the “Undertaking”.  Under IRPA since June 2002,
undertaking is for 3 years.  If the Sponsoree requires social assistance, such as 
BC Employment and Assistance, the Sponsor is liable for the debt that occurs 
during the designated period.  For each Undertaking there may be one or more 
people sponsoring one or more Sponsorees and their dependents. MHR is
responsible for establishing the relationships and communicating this to MPR.

MPR started collecting this portfolio in November 2003.  Enforceable letters 
were issues in November.  In May 2004, combination letters were sent and
unenforceable only letters July 2004. 

10.6.2 Business/Operational Impacts

ISSUE DESCRIPTION IMPACT

Debt Types There are 2 IMMSPON debt 
types.
enforceable – legally collectible –
amount  shown in Public 
Accounts.
unenforceable – not legally 
collectible – not a receivable and 
not in the Public Accounts.

Pro-active collection activity can only 
proceed on enforceable amounts. 
MPR has agreed to send a letter to 
debtors advising them of their 
unenforceable portions and accept 
payments of these amounts. Only one 
letter is sent. 
Individuals wishing to sponsor new 
immigrants to Canada are required by 
the Federal Government to repay all 
amounts.
Minister’s office to be advised of 
mailings in advance.

Account Management Calculation of enforceable and 
unenforceable debt types is 
complex because only 
enforceable debt is recorded in 
the public accounts and interest 
can only be charged on 
enforceable amounts. 

Updates to IMMSPON 
information. (MHR function) 
results in change allocations 
between enforceable and 
unenforceable and changes to the 
relationships between Sponsors 
and Sponsorees.

Complex programming requirements. 
Activities span the revenue 
management stream (i.e. from first 
bill).
Interest accrues on enforceable only 
amounts.
Accruing amounts (Sponsorees
continue to receive benefits which the 
Sponsor must pay). 
Reporting to Public Accounts and 
Program Ministry requirements.
Accounts that are statute-barred in BC 
may be transferred to unenforceable. 
There are recent court developments 
which may lead to BC Limitation Act 
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ISSUE DESCRIPTION IMPACT

applying to federal debt in BC.
MPR has sub-ledger.
Deferral of collection activities if the 
Sponsor is on active Social 
Assistance.

Double Dip Prior to the identification of the 
IMMSPON relationship, MHR may 
have transferred an Employment
& Assistance Debt under the 
name of the Sponsoree.   This 
debt may be included in the 
calculation of the IMMSPON debt 
and can’t be collected twice.
Currently, there is only limited 
ability by MHR to identify and 
advise of these situations. The 
amounts will not equal as the 
IMMSPON debt is the total 
benefits received where the “24” 
account is either the repayable 
benefit or an overpayment.

Overstated accounts receivable 
balance.
Overpayment resulting in refunds.

Language Barriers Corresponding with Sponsors with 
limited English skills presents 
challenges.

Increased requirements for letters of
consent to correspond/ disclose 
information to a third party. 

Escalated Collection 
Activities

Escalated collection activities 
such as use of government 
administrated collection tools, etc. 
have not been authorized for this 
portfolio as of June 2004, except 
for S204 under LTO.

Authorization of tools will be required 
IMMSPON debtors frequently use 
political routes e.g. MLA, Minister, or 
administrative processes e.g.
Ombudsman and Privacy 
Commissioner (access under FOIPPA 
requests).

Issues As the IMMSPON portfolio is a 
new collection portfolio issues 
may arise that will require MPR 
involvement.

Joint issue resolution. 
Health and safety flagged accounts 
are not being collected as per Program 
Ministry policy.
Federal/provincial cooperation 
required because new legislation 
names both levels of government.
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10.7 Ministry of Attorney General Court Fines

10.7.1 Attributes

• Court imposed fines under Criminal Code of Canada and other
provincial statutes.

• Multiple accounts for one debtor not rolled up.
• 104 court locations in BC.
• No interest charged and not reported to credit bureaus.
• Accounts prescribe after six years with no acknowledgement.
• MPR can apply for default judgment and extend prescription for 

ten years.
• Accounts survive bankruptcy.
• Government Authorized Collection actions can be used, except for 

compromise settlements.
• These debts are not assigned to private collection agencies at this 

time.

10.7.2 Business/Operational Impacts

DESCRIPTION IMPACT

Poor data quality. High volumes of return mail, low contact rate and 
inability to debtor match.

Large backlogs of accounts at program ministry and 
CLMB due to lack of resources. 

Impacts revenue.
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10.8 Ministry of Advanced Education British 
Columbia Student Assistance Program

10.8.1 Guaranteed Program – Attributes 

• Inactive program; negotiated prior to August 1, 1995 and 
guaranteed by province.

• Interest is charged.
• Legal action may be taken.
• Reported to credit bureaus.
• Co-signors/minors.
• Debt prescribes after six years with no acknowledgement.
• Legal action taken through courts extends prescription by ten years.
• Government Authorized Collection Actions used.
• Debtor denied further loan funding until account paid in full.
• Survives bankruptcy if debtor has been out of school less than ten 

years.
• Accounts are assigned to PCAs based on specific criteria.

10.8.2 Risk Share Program – Attributes 

• Negotiated by banks between August 1, 1995 and July 31, 2000.
• Banks administer loans unless debtor goes bankrupt or is deceased; 

file then sent to CMLB to collect or extinguish.
• CLMB can only collect after bankruptcy trustee is discharged.
• Interest is charged.
• Reported to credit bureaus.
• Legal action taken through courts extends prescription by ten years.
• Co-signors/minors.
• Government Authorized Collection Actions used.
• Debtor denied further loan funding until account paid in full.
• Debt prescribes after six years.
• Accounts are assigned to private collection agencies based on 

specific criteria.

10.8.3 Direct Lend Program – Attributes 

• Negotiated after August 1, 2000 by province through BCSL service 
bureau (BDP).

• BDP collects until account is over 150 days in arrears; file then sent 
to CLMB to collect.

• Interest is charged.
• Co-signors/minors.
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• Debt prescribes after six years.
• Legal action taken through courts extends prescription by ten years.
• Government Authorized Collection Actions used.
• Accounts not currently reported to credit bureaus (reporting is 

mandatory) – enhancement to enable reporting is close to 
completion

• Debtor denied further loan funding until account paid in full.
• Survives bankruptcy if debtor has been out of school less than ten 

years.
• Accounts are assigned to private collection agencies based on 

specific criteria. 

10.8.4 Grant Overawards – Attributes 

• Accounts fall into a number of categories, including federal and 
provincial scholarship programs.

• Account created as a result of re -assessment or audit.
• Debtor denied further loan funding until account paid in full.
• Interest is charged.
• High levels of activity in August, September, December and 

January.
• Effective August 2004, no further provincial grants; only 

Millennium scholarships.
• Accounts not reported to credit bureaus.
• Accounts generally survive bankruptcy (assignments made before 

Sept 30/97 do not survive and assignments made between September 
30/97 & June 18/98 are using the 2 yr rule & assignments made after 
June 19/98 are the 10 year rule).

• Accounts prescribe after six years.
• Legal action can be taken through the courts extending prescription 

period by ten years.
• Government Authorized Collection Actions can be used.
• Collectors need to be familiar with a number of Advanced 

Education processes and financial relief programs.
• Accounts are assigned to private collectio n agencies based on 

specific criteria. 
10.8.5 Business/Operational Impacts 

DESCRIPTION IMPACT

Direct Lend defaults not reported to credit 
bureaus.

Creates an inequity and makes the accounts more difficult to 
collect.

Increasing Direct Lend defaults. Resourcing issue.

Students usually receive both federal and 
provincial funding under one or more 
programs.

Confusion about debt requiring collector program knowledge 
to explain.
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12. Appendix F: EDS Definitions
Bill Presentment/Information Delivery Services
Bill Presentment is the presentation of information about a financial obligation, 
including the owners of the obligation, the amount of the obligation, the
transaction that created the obligation and when the obligation was initiated.

File Receipt is the function of accepting input files through defined routes and 
encompasses the originating point of the file, the method by which the file is sent, 
and the format of the print file.

Post Processing is the management of mail insertion. The insertion can be
completed either mechanically or manually and the package components can vary 
across different applications.

Print Processing is defined as the arrangement of a print file in order to improve 
processing method or add functionality.

Printing is the function of imaging file contents on to pre -printed, client-specified
forms.

Re mittance Processing
APA (Acceptance of Payments of Accounts) Payments are remittances made
through a financial institution, either over-the-counter or through an Automated 
Teller Machine (ATM).

Coupon is another term for Stub.

CAR (Courtesy Amount Recognition) is machine reading of the amount written 
or printed in figures on a cheque.

Checkdigit is a calculated number, inserted into a scanline to ensure accuracy. 
Calculation is performed when the line is printed, and again when it is  read. If the 
checkdigits do not agree, then the information is incorrect. 

Encoding is the process of printing MICR information on a cheque.

Endorsing is the stamping or printing deposit account information on the back of 
a cheque.

ICR (Intelligent Character Recognition) is machine reading of handwriting or 
print, interpreted from an image scan.

LAR (Legal Amount Recognition) is machine reading of the amount written or 
printed in words on a cheque.
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MICR (Magnetic Ink Character Recognition) is machine reading of a special print 
in magnetic ink, using a magnetic head.

OCR (Optical Character Recognition) is machine reading of print in a readable 
font, using an optical read head. This is the most common type of recognition 
used in remittance processing.

Payments, Cheque and List are composed of one cheque with a cheque stub or 
separate list detailing accounts to be credited with corresponding amounts.

Payments, Cheque Only are composed of one cheque, with no coupon or stub, and 
no list of accounts to be credited.  

Payments, Multiples are composed of one or more cheques and/or one or more 
coupons/stubs.

Payments, Singles are composed of one cheque and one coupon/stub.

Remittance is a payment, usually in the form of an invoice stub and a cheque.

Return Effective Date (also known as Received Date) is the date which a return or 
payment is posted in the revenue system, and when compared to the due date, 
determines if a payment is on time or late.

Scanline is a group of characters in a single line, printed in an OCR readable font, 
and usually containing one or more check digits. 

Stub is the tear-off portion of an invoice or statement, which is returned with the 
cheque.

“MSP” means Medical Services Premium Plan

“Bill Presentment” means composition, printing and delivery of bills and
statements. Printing of bills includes multiple types of print stream routing (paper, 
EFT and e-presentment). Delivery includes inserts (ad hoc basis), and delivery to 
client (including e -deliver).

“REMITTANCE” means receipt of payment (i.e. cheques) and other
documentation.

“REMITTANCE PROCESSING” means processing of payments received
through multiple channels. 

 “Bill Type” means the reason a bill is sent and is translated into a specific bill 
code. Example: Regular Bills = (Bill Code 1) - produced and sent the month 
before premiums are due.
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“Pay Direct” means the account holder pays us directly. The group # used for 
direct is 0000001 (01) Company or group plans (non-01 Accounts) receive a bill 
for all contract holders listed under that group or business

“Group Pay” means a company or group plan (non-01 accounts) receive a bill for 
all contract holders listed under that group or business

“Payment Types” means the method in which a payment is received in our office 
– i.e. cheque, APA etc. 

“Physical Payment Type” means receipt of payment in our office via a lockbox, 
courier, general mail etc.

“Electronic Payment Type” means receipt of the electronic payments across
multiple channels payment i.e. via a financial institution

“Cheque” means payment method requiring deposit at a financial institution, and 
includes money orders and bank drafts. Cheques can also be post dated – not 
available to cash until future dates.

 “PC/Telephone Banking” means payment of premiums by telephone or internet 
through financial institutions.

“Government Agent” means an agency providing a location in each community in 
British Columbia, where members of the public can go to obtain provincial
services, information and make payments to the provincial government.

“Electronic Funds Transfer (EFT)” Transfer of funds from a client through
financial institutions to the Provincial Treasury. The Provincial Treasury then
produces an electron journal voucher to ensure the appropriate ministry general 
ledger account is credited.

“Pre Authorised Debits (PAD)” means a pre-authorized, automated, debit
withdrawal from a client’s bank account.

“Journal Voucher”- A voucher is used to transfer funds from one general ledger 
account to another. Journal vouchers can be used intra or inter ministry.

“White Mail”, also referred to as “General Correspondence” means all
documentation accompanying payments and all incoming mail received in a
lockbox including forms, applications and letters from clients. 

“Return Effective Date (also known as the Received Date)” means

“Administrative Records” means records that support housekeeping functions
such as the management of facilities, property, material, finances, personnel, and 
information systems.  Administrative Records also relate to common management 
processes including committees, agreements, contracts, information services,
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legal opinions, and other similar functions. (Source: Administration Records
Classification System publication, published 6/16/1993).

“Operational Records” relate to the operations and services provided by a
ministry or agency in carrying out the functions for which it is responsible
according to statute, mandate, or policy.  Operational records relate to such
agencies as Queen’s Printer, Purchasing Commission, Office of the Comptroller
General, or Government Personnel Division.  (Source: Administration Records 
Classification System publication, published 6/16/1993).

“Third Party Administrators” also “Group” means a person or a company who 
administers an account on behalf of others.  Examples of a Group include
employers covering employees, and also a Health Care Provider.

“MHS/R&PB system” Registration and Premium Billing System used by the
Ministry of Health Services to administer the MSP premiums.

Other Definitions
MPR:  Ministry of Provincial Revenue

EDS:  EDS Advanced Solutions, Inc.

A/R:  Accounts Receivable

PCA:  Private Collection Agency

CLAS:  Collection and Loan Administration System 

SOW:  Statement of Work

BRB:  Billing and Receivables Branch

MSP:  Medical Services Premium

MHR:  Ministry of Human Resources

RMS:  Revenue Management System

SWAT:  Special Weapons and Tactics Team.  For purposes of this SOW, refers to 
groups of collectors and staff who will be assigned to work specific groups of 
accounts or backlogs.

ARMS:  Accounts Receivable Management System

RFP:  Request for Proposal

RFI:  Request for Information

MOU: Memorandum of Understanding.
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QA:  Quality Assurance.  A review of segments of work performed, both from a 
top down and individual account level basis (for a sample of accounts only).

KPI:  Key Performance Indicator

External Resources:  Supplemental or Temporary Resources, Contractors.  Not 
permanent employees of EDS or the government.  Staffed on an interim basis 
through contracts with temporary or employment agencies.

Internal Resources:  Resources employed by EDS or government

Straw-man:  Template showing proposed formats

PCA Section:
FCA:  NCO Financial

TCR:  Total Credit Recovery

Breakdown Letter:  A detail MSP bill

MHR, Court Fines Section:
MSDES, MHR, MSS, MSSH:  Terms are synonymous

Unenforceable:  Legally uncollectible debt

Open Debt:  Account whereby debtor is actively receiving social assistance
(Employment and Assistance Benefits), Not collectible

Closed Debt:  Account whereby debtor is no longer receiving Employment and 
Assistance Benefits, Collectible

FAW:  Financial Aid Worker, front-line Program worker

BF (Bring Forward):  Queue and account for future action, reconciliation
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MSP Section:
Collection:  begins with recognition of A/R through B&R and Collection

Pay Direct, Self Pay, Individual: All synonymous and refer to Individual vs. 
Group accounts

Dunning:  Letters to debtors re: outstanding A/R

CLAS, LAS, CLASS:  All synonymous

Page 201 
FIN-2011-00158



Page 202 
FIN-2011-00158


