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As the title of the paper suggests, an attempt is made to distil the facts from fiction of BPO and address some of the most commonly discussed issues of BPO. The reason perhaps why this paper is so titled is the avalanche of interest created by “Outsourcing” among professionals, potential entrants and investors. 

No discussion on BPO seems complete without the contentious issue of "market size". And the fact that no standard definition of BPO exists and even the global customer base is exploring what can be outsourced under the aegis of BPO, the issue of market size has never been fully put to rest. However, we believe the global BPO market is one of the largest markets in the service category and will be in the range of US $ 200-250 Billion by 2005 as shown by two independent studies by Goldman Sachs and Gartner Dataquest. Both of them have said that the Global BPO Market Size in the year 2000 was US $ 120 Billion and is expected to grow to US $ 250 Billion in the year 2005. Of this large market, India is expected to capture a market of US $ 21-24 Billion by 2008 as shown by McKinsey's analysis and it is critical to identify the "addressable market size" of the BPO segment a service provider chooses to focus on to be able to create a successful business model.

Based on the estimates and backed by actual data so far, the conclusion is that the global BPO market is one of the largest service markets and will grow at a healthy rate. It is thus imperative to look at the "essential ingredients" of operating a successful BPO. In the context of today’s subject, two of these essential ingredients are Human Resources and Infrastructure.

Human Resource Management and Control:

· Investigate the local labor market to understand talent skills, costs and availability.

· Map out a recruitment strategy that matches needed skills and competencies with the right talent sources. 

· Source the manpower through various modes viz. advertisement, through existing staff, job web sites, educational institutions, HR consultants, etc.

· Establish a proven process for recruitment, including the right tools to facilitate smart and fast hiring.

· Identify local HR practices and policies that are innovative, compelling and differentiating.

· Understand the local talent market for leadership and managerial positions.

· Hire leaders for key positions first and make them part of the planning and implementation team.

· Follow the recruitment cycle of Hire, Train, Manage, Administer and Retain employees.

· Establish performance metrics for short term and long-term objectives and measure results.

· Document learnings and best practices for broader sharing and future initiatives.

· Determine the right business mix of high-potential, external hires and expatriates to lead the operation.

· Enhance career and growth opportunities through leadership and high-potential development programs.

· Listen to your best performers, and build a process for gathering input on a regular basis.

· Innovative benefits and perquisites are great attention grabbers in the market place but a more holistic, long-term approach to building a differentiated employer experience is what matters most.

· To provide a stimulating work environment that emphasizes passion, integrity and accountability by motivating employees to come every day, perform their best and stay for the long-term.

· Consider forging industry agreements to prevent “poaching” and to discourage indiscriminate “job-hopping”.

· Get certified to the COPC-2000 CSP Base Standard or upgrade to the Gold Standard so as to ensure that Customer Service Providers have the operational and performance data that is required to consistently perform well on measures of service, quality, revenue and costs.

As a set of practical operating requirements intended to promote consistently high levels of customer and employee satisfaction, the Standard does not set specific performance objectives. It does require that all performance metrics be tracked, linked to drivers of customer satisfaction, and used to improve overall performance. 

An organization begins its pursuit of certification by meeting with the COPC team of professionals during which they describe the COPC-2000® Standard in detail. An in-depth application evaluating current compliance with each area of the Standard is then completed. The COPC team reviews the application, determines the operation's strengths and weaknesses, and develops a plan for use during the on-site audit. During an on-site visit, COPC team members review the plan with management and employees, and conducts detailed process audits of all key customer-related processes. 
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Infrastructure:

Like Human Resources, Infrastructure is another important element is operating a successful BPO.  

· Office facilities with comfortable air-conditioning and independent cubicles giving enough legroom for each staff.

· In-house cafeteria (read subsidized) for employees to have lunch or refreshments.

· In-house training center with computers for hands-on training facilities and audio-visual equipments for video conferencing or presentations.

· Reliable computer systems to allow 24x7 operations.

· Structured Network cabling with appropriate Network Switches for smooth internal network traffic. In case of high internal network traffic, the network may need Manageable Switches.

· Secured environment for data secrecy right from entry point into the work area up to the point when the data flows back to the client. This would necessitate control at entry points through access cards or biometric identification, disk less nodes, no removable media, no printers, no internet access except permitted web sites, no e-mail facilities, local drive lock down, etc. 

· Scalable Internet bandwidth with Internet router populated with an alternative connection from a different ISP.

· A software or hardware based firewall depending upon the sensitivity of data.

· VOIP facilities to be able to freely communicate with clients.

· Redundancy in all core equipments and services used e.g. UPS or alternate source of power supply, ISDN line or alternate ISP, Servers with backup or mirroring facilities, etc. 

· Licensed operating systems and other necessary software.

· Domain expertise

· Process driven business model

· ISO9001: 2000 certified processes

· Web-enabled services - allow transparency of information, anytime, anywhere. 

· Unique document management system - enabling clients to view original source documents online

· Total commitment to the integrity and confidentiality of client information by protecting intrusion, data theft and mismatch of client data.

· Continuous work cycle: facilities both in the originating country and India to provide a work flow such that information received be scanned and processed within the permissible time frame.

· Redundancy and disaster recovery plans

· Automated systems for receiving, sending and allotting work to staff.

Contracts:

The Outsourcing contract should provide clearly for what are the rights and obligations of both the parties. Some of the important features of the contract should be: 

· Get a reference check of the party with whom you propose to establish a contract.

· Establish direct contract between the operating company in the originating country and the processing company in India without any intermediary companies to avoid an expectation gap and yield best economic results and also to ensure that the contract is entered into with a company of substance.

· Define the nature of data to be provided by the operating company.

· Specify the mode and manner in which data will be provided.

· Define the deliverables i.e. what is the output required by the operating company and what is expected out of the processing company.

· Quantify the volume of data to be received and processed laying down the minimum and maximum data.

· Specify the time limit for turn around of the data from the time complete data is received.

· Understand the process and split up the same into various steps to be taken to achieve the desired results.

· List out the methodologies required to enhance client control over business practices. 

· Flexibility in service level delivery to match specific client situations. 

· Technical resources appropriate to client outsourcing needs. 

· Define clear-cut payment terms to be able to sustain operations.

· Specify the extent and kind of support to be provided by the operating company in terms of providing a thorough understanding of the subject, training of processing company’s personnel, etc.

· In case of skilled jobs requiring value addition, specify the kind of qualification of the persons to be employed by the processing company. 

· Mention the requisite quality control measures to be deployed by the processing company.

· Specify the kind of infrastructure to be provided by you.

· In case of any specialty software required for carrying out the job specify who will provide the software and if it is required to be developed who will do the same.

· Clarify the measures to be taken for ensuring security of data.

· Guarantee an accuracy percentage in the output to be provided by the processing company and methods to be used for measuring the same.

· Specify the penalties for a drop in the accuracy percentage and the incentives for an enhanced performance.

· Specify the jurisdiction of the contract so that in the event of any dispute you do not have to run to a foreign court of law.

Since all the issues discussed above can vary from case to case, I have tried to provide a general outline of the points to be considered.







