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what business process outsourcing is a strategic practice that enables companies to delegate specific

business functions to third-party service providers. This approach allows organizations to focus on their

core competencies while optimizing efficiency and reducing operational costs. In this article, we will

explore the definition of business process outsourcing (BPO), its advantages and disadvantages, the

types of services typically outsourced, and how to choose the right BPO provider. Understanding these

elements is essential for businesses considering outsourcing as a viable option for growth and

efficiency.
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Definition of Business Process Outsourcing

Business process outsourcing refers to the practice of hiring external organizations to handle certain

business tasks or processes, which can range from customer service and payroll to IT services and

manufacturing. By outsourcing these processes, companies can operate more efficiently and reduce



costs associated with hiring and training in-house staff. BPO can be categorized into two main types:

back-office outsourcing, which includes internal business functions such as billing or human resources,

and front-office outsourcing, which involves customer-facing services like marketing and technical

support.

In the modern business environment, BPO has gained immense popularity due to globalization and

advancements in technology. Companies can leverage the expertise and efficiencies of specialized

providers to enhance service delivery and gain a competitive edge. This strategic decision is often

driven by the need to focus on core business areas while allowing external experts to manage non-

core functions.

Advantages of Business Process Outsourcing

Business process outsourcing offers numerous benefits that can significantly impact an organization's

bottom line. Here are some of the key advantages:

Cost Savings: By outsourcing, companies can reduce labor costs, overhead expenses, and

operational expenditures. This is particularly beneficial for small and medium-sized enterprises

that may not have the resources to maintain extensive in-house teams.

Access to Expertise: BPO providers often specialize in specific functions, giving businesses

access to skilled professionals with the necessary expertise and experience to manage these

tasks efficiently.

Increased Efficiency: Outsourcing non-core functions allows organizations to streamline

operations and improve productivity, as they can focus on their primary business objectives.

Scalability: BPO enables businesses to scale their operations up or down easily, allowing them

to respond swiftly to market changes or fluctuations in demand.



Time Zone Advantages: Many BPO providers operate in different time zones, allowing companies

to offer round-the-clock services and support to customers.

Disadvantages of Business Process Outsourcing

While there are many advantages to BPO, it is crucial to consider the potential drawbacks as well.

Some of the disadvantages include:

Loss of Control: By outsourcing certain functions, businesses may lose some control over the

quality and delivery of services, which can impact customer satisfaction.

Communication Challenges: Working with external teams, especially in different geographical

locations, can lead to communication barriers, potentially resulting in misunderstandings or

delays.

Data Security Risks: Outsourcing sensitive business processes may expose companies to data

breaches and security threats if the BPO provider does not have robust security protocols in

place.

Dependency on Third Parties: Relying on external providers can create vulnerabilities, particularly

if the provider experiences financial difficulties or operational disruptions.

Hidden Costs: While BPO can lead to cost savings, businesses must be wary of hidden costs

related to vendor management, contract negotiations, and service level agreements.



Types of Services Typically Outsourced

Various services can be effectively outsourced, depending on the needs and goals of the organization.

The most commonly outsourced functions include:

Customer Support: Many companies outsource their customer service operations to handle

inquiries and complaints efficiently.

Human Resources: Recruitment, payroll processing, and employee benefits management are

often outsourced to streamline HR functions.

IT Services: IT support, software development, and infrastructure management can be

outsourced to specialized firms that have the expertise and resources.

Accounting and Finance: Bookkeeping, tax preparation, and financial analysis services are

commonly outsourced to ensure compliance and accuracy.

Marketing: Digital marketing, content creation, and social media management are often handled

by external agencies.

Choosing the Right BPO Provider

Selecting the right BPO provider is essential for maximizing the benefits of outsourcing. Here are some

steps to consider when choosing a partner:

Define Your Needs: Clearly outline the specific tasks and processes you wish to outsource,

including the expected outcomes and performance metrics.



Research Providers: Conduct thorough research on potential BPO providers, evaluating their

expertise, reputation, and client reviews.

Assess Security Measures: Ensure that the provider has strong data security protocols and

compliance with relevant regulations to protect your sensitive information.

Evaluate Communication: Assess the provider's communication capabilities and responsiveness

to ensure smooth collaboration.

Negotiate Contracts: Carefully negotiate the terms of the contract, including pricing, service level

agreements, and exit strategies.

Future Trends in Business Process Outsourcing

The landscape of business process outsourcing is evolving, driven by technological advancements and

changing business needs. Some emerging trends include:

Automation and AI: Increasingly, BPO providers are incorporating automation and artificial

intelligence to enhance efficiency and reduce costs.

Cloud-Based Solutions: The adoption of cloud technology is enabling more flexible and scalable

outsourcing solutions.

Focus on Core Competencies: Businesses are increasingly outsourcing not just non-core

functions but also entire processes that do not align with their strategic goals.

Sustainability Practices: There is a growing emphasis on sustainability and social responsibility

among BPO providers, influencing companies’ choices.



Nearshoring: Companies are beginning to prefer nearshoring options, outsourcing to countries

that are geographically closer to reduce communication barriers and travel costs.

Conclusion

In summary, business process outsourcing is a strategic approach that can offer substantial

advantages, including cost savings, access to expertise, and improved efficiency. However, it is

essential to weigh the potential drawbacks and carefully choose the right BPO provider to maximize

the benefits. As the industry continues to evolve, staying informed about trends and changes in the

outsourcing landscape will be crucial for businesses looking to thrive in a competitive environment.

Q: What is business process outsourcing?

A: Business process outsourcing (BPO) is the practice of hiring external organizations to manage

specific business functions, enabling companies to focus on their core activities while achieving cost

savings and efficiency.

Q: What are the benefits of business process outsourcing?

A: Benefits of BPO include cost savings, access to specialized expertise, increased operational

efficiency, scalability, and the ability to provide 24/7 customer support through global providers.

Q: What types of services are commonly outsourced?

A: Commonly outsourced services include customer support, human resources, IT services, accounting

and finance, and marketing functions.



Q: What are the potential risks of business process outsourcing?

A: Potential risks of BPO include loss of control over services, communication challenges, data

security risks, dependency on third parties, and hidden costs associated with outsourcing

arrangements.

Q: How can businesses choose the right BPO provider?

A: Businesses can choose the right BPO provider by defining their needs, researching potential

providers, assessing security measures, evaluating communication capabilities, and negotiating clear

contracts.

Q: What trends are shaping the future of business process

outsourcing?

A: Future trends in BPO include the integration of automation and AI, the adoption of cloud-based

solutions, a focus on core competencies, sustainability practices, and the growing preference for

nearshoring options.

Q: Is business process outsourcing suitable for all companies?

A: While BPO can benefit many organizations, its suitability depends on the specific needs, goals, and

resources of the company. A thorough assessment is necessary to determine if outsourcing is the right

strategy.

Q: How does outsourcing impact company culture?

A: Outsourcing can impact company culture by shifting the focus towards collaboration with external

partners and potentially changing how teams interact and communicate, which requires careful



management to maintain a cohesive culture.

Q: Can small businesses benefit from business process outsourcing?

A: Yes, small businesses can significantly benefit from BPO by reducing costs, accessing specialized

skills, and freeing up resources to focus on growth and core business functions.

Q: What is the difference between offshore and nearshore outsourcing?

A: Offshore outsourcing refers to contracting services to providers in distant countries, often to reduce

costs, while nearshore outsourcing involves working with providers in neighboring or closer countries to

minimize communication barriers and logistical challenges.
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managers how a BPO strategy can save the company money and create jobs domestically. * Both
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business services through external third parties-is a global phenomenon, which generated nearly
$300 billion worldwide in 2012. BPO is highly IT-enabled, and on a growth trajectory that impacts
across functions of major, medium and small enterprises, including procurement, human resources,
accounting and finance, sales, marketing, legal, asset management and key administrative
processes. Despite this size and spread, BPO services and the ability of clients to manage their
providers, are still evolving and have a mixed record. In the course of their research, the authors
have found only 20% of outsourcing arrangements are world-class performers. A further 25% are
'good', 40% are 'OK' and 15% are 'poor'. This book pinpoints and describes in detail the effective
practices that characterize the top global BPO performers, including Microsoft, BP, EMC and
TalkTalk. The authors provide case illustrations and examples throughout of how world-class
practices were generated and evolved, and how they can be applied to real life settings and problem
areas.
  what business process outsourcing: Business Process Outsourcing (BPO) S. Nakkiran, D.
John Franklin, 2004 The Book Is About Management Aspects Of Business Process Outstanding.
Focuses An Advantage For India In This Industry. Has 9 Parts With 48 Papers In All Useful Book In
The Field Of The New Global Trend In Outsourching.
  what business process outsourcing: Business Process Outsourcing VINOD V. SOPLE,
2009-05-25 This book is a comprehensive presentation of the fundamental concepts of business
process outsourcing (BPO) and its applications in the Indian industrial context. It offers a strategic
framework for BPO management, which is crucial for creating competitive advantage for a business
enterprise. The book is designed for MBA and PGDM students as well as students in BPO training
schools and executives in BPO sector. The text, organized into sixteen chapters, contains a wealth of
useful and practical information on the following facets of the BPO industry : Strategic, tactical,
control and operational aspects of BPO administration BPO business models Regulatory and legal
framework of the BPO industry Terms, conditions, responsibilities and obligations involved in the
BPO contract and service level agreement Service issues regarding supplier selection and process
quality Criteria for performance evaluation of service providers Challenges involving upward shift in
service value chain as well as human resource management Chapter-end review questions help in
easy comprehension of the underlying principles. The appendices contain important additional
information about the BPO industry.
  what business process outsourcing: Business Process Outsourcing Rick L. Click, Thomas N.
Duening, 2004-11-11 Business Process Outsourcing (BPO) is becoming the new revolutionas
company's of all sizes are seeking to take advantage of thissource of competitive advantage. This
book provides a step-by-step approach to understanding theapplication of Business Process
Outsourcing, assessing the BPOopportunity in the company, and then managing the transition
toBPO. It serves as a guide to implementing BPO and as a referencesource to solving the variety of
issues that may arise during a BPOinitiative. Each chapter features a case study, insight from
apractitioner, focus on how BPO affects people, and ethicalconsiderations. * Discusses both the how
and why of business process outsourcingwith a straightforward how to approach. * Provides
managers with the tools to analyse the BPO opportunitiesfor their own firms, as well as techniques
and strategies formanaging a BPO initiative. * Empowers businesses of all sizes to take advantage of
thisall-encompassing business revolution.
  what business process outsourcing: Business Process Outsourcing for Strategic
Advantage Saxena, 2009
  what business process outsourcing: BUSINESS PROCESS OUTSOURCING A SUPPLY
CHAIN OF EXPERTISES Sople, Vinod V. , 2016-06-07 The book, in its new edition, continues to
present the fundamental concepts of Business Process Outsourcing (BPO) and its applications in
Indian industry. Divided into 19 chapters, the book offers a strategic framework for BPO
management which is crucial for creating competitive advantage for a business enterprise. In the
Second Edition, three new chapters on BPO Analytics, Outsourcing in Cloud Environment and BPO
Transformation Strategy and an appendix on Sample Contract-Outsourcing Services have been



introduced. Further, the book has been enriched with latest updates in the form of tables and
exhibits in almost all the chapters. Chapter-end questions help in easy comprehension of the
underlying principles.
  what business process outsourcing: Human Resources Business Process Outsourcing Edward
E. Lawler, III, Dave Ulrich, Jac Fitz-enz, James Madden, V, 2004-07-29 In Human Resources Business
Process Outsourcing, Edward E. Lawler III, Dave Ulrich, Jac Fitz-enz (the foremost experts in the
human resource field) and James C. Madden V (the CEO of the top HR outsourcing firm), clearly
show how outsourcing offers an effective, low-cost alternative to traditional administration and
provides HR managers with new opportunities to contribute directly to their companies' overall
strategy and business performance. Step by step, the authors explore how the HR function in
corporations is structured and include a template for analyzing a HR department’s value, value
added, and cost-to-serve. In this important resource, the authors explain new approaches
organizations can take to improve HR administration and demonstrate how HR functions can be best
organized.
  what business process outsourcing: Business Process Outsourcing Relationships in Swiss
Banking Roman Seidl, 2007 The outsourcing market, especially Business Process Outsourcing (BPO),
is growing every year. For decades, companies have successfully used outsourcing to generate
significant savings. However, discussions with any employee will reveal some resentment of
outsourcing. The aim of the study has been first to improve the understanding of some salient
difficulties in Business Process Outsourcing relationships, with special reference to the perceived
challenges of managing and monitoring Service Legal Agreements in Swiss banking, and second to
assist outsourcing banks and service providers in formulating and managing their outsourcing
contracts. The study was designed to obtain, through interviews, descriptions and perceptions of
experts in Swiss Banking Business Process Outsourcing. Given the nature of the topic but also
because of practical constraints, the investigator elected to use a qualitative, interpretative, social
constructionist research framework. An extensive review of the literature revealed that a variety of
definitions of in- and out-sourcing exist. Some of these terms were used in academic writings and the
business press interchangeably and had to be defined. Twenty-two practitioners were interviewed.
The data were analysed and interpreted with the help of qualitative analysis software (NVivo).
Subsequently, I compared my findings with those of the literature reviewed. Furthermore, a gap in
the literature, namely that it generally does not deal with the perceived quality of the relationship,
could be addressed and practical approaches for managing BPO relationships are suggested.
  what business process outsourcing: BUSINESS PROCESS OUTSOURCING Prabhu TL,
Embark on a transformative journey into the dynamic world of business process outsourcing
(BPO)—an essential strategy that empowers businesses to optimize operations, enhance efficiency,
and unlock new avenues of growth. Beyond Boundaries: Mastering Business Process Outsourcing for
Growth is a comprehensive guide that unveils the essential principles and practices that empower
organizations to navigate the BPO landscape and leverage its potential. Navigating Efficiency and
Expansion: Immerse yourself in the art of business process outsourcing as this book explores the
core concepts and strategies that underpin successful BPO engagements. From vendor selection to
performance metrics, from risk management to technology integration, this guide equips you with
the tools to harness the power of BPO for competitive advantage. Key Themes Explored: BPO
Strategy and Planning: Discover how to identify processes for outsourcing and develop a strategic
BPO roadmap. Vendor Selection and Partnerships: Embrace techniques to find the right BPO
partner, negotiate contracts, and build strong collaborations. Process Optimization and Efficiency:
Learn strategies to streamline operations, reduce costs, and enhance overall efficiency. Risk
Mitigation and Compliance: Explore methods for managing risks, ensuring data security, and
maintaining regulatory compliance. Technology Integration and Innovation: Understand how to
integrate technology solutions and drive innovation within BPO relationships. Target Audience:
business process outsourcing caters to business owners, managers, executives, and professionals
seeking to explore the potential of business process outsourcing. Whether you're considering



outsourcing to scale operations, enhance competitiveness, or focus on core competencies, this book
empowers you to master the art of BPO for growth. Unique Selling Points: Real-Life BPO Success
Stories: Engage with practical examples of businesses that achieved operational excellence through
successful BPO engagements. Performance Metrics and KPIs: Emphasize the importance of
measuring BPO performance and aligning outsourcing goals with business objectives. Cross-Cultural
Collaboration: Learn how to navigate cultural differences and build effective communication within
global BPO partnerships. Data Analytics and Insights: Explore the role of data analytics in optimizing
BPO processes and making informed decisions. Unlock New Dimensions of Growth: business process
outsourcing transcends ordinary business literature—it's a transformative guide that celebrates the
art of leveraging business process outsourcing to drive growth and innovation. Whether you seek to
enhance operations, explore new markets, or accelerate business expansion, this book is your
compass to mastering the principles that drive successful BPO strategies. Secure your copy of
business process outsourcing and embark on a journey of mastering the art of business process
outsourcing for growth.
  what business process outsourcing: Business Process Outsourcing in the European Financial
Industry Andreas Weth, 2007-07 Seminar paper from the year 2005 in the subject Business
economics - Banking, Stock Exchanges, Insurance, Accounting, grade: 1,3, European Business
School - International University Schloß Reichartshausen Oestrich-Winkel (Supply Management
Institute, Lehrstuhl fuer Supply Management und Logistik), language: English, abstract: Business
Process Outsourcing (BPO) is one of the current major developments in the European economy. For
many companies, it is a possibility for establishing a new pres-ence in a different industry or branch.
One example for this trend is the fact that Kienbaum Management Service GmbH offers BPO
services in the field of document logistics. Besides establishing a new presence in new markets, BPO
also leads to significant cost reductions and quality of service improvements. Therefore it is an
important strategic tool for the European financial sector which has experienced increasing costs
and shrinking margins during the last ten years. This seminar paper focuses principally on BPO in
the European financial sector. Therefore, other industries are only relevant in comparisons with the
European financial sector. To highlight the current European de-velopment from diversified banks to
specialized financial institutions, transaction bank-ing is explained as one of the specialized banking
forms with the highest growth rate during the next years. An emphasis is also set in this paper on
document logistics in the European financial sector and BPO possibilities in this field. The field of
document lo-gistics in the financial sector is not heavily researched. Therefore academic
publications in this field are of high interest for the academic community as well as for professionals
managing document logistics. After a foreword in chapter one, chapters two and three focus on the
introduction to the European financial sector and BPO and include basic definitions. After that,
chapter four includes the main part of this seminar paper and puts an emphasis on
  what business process outsourcing: The Complete Business Process Handbook Mark Von
Rosing, Henrik von Scheel, August-Wilhelm Scheer, 2014-12-06 The Complete Business Process
Handbook is the most comprehensive body of knowledge on business processes with revealing new
research. Written as a practical guide for Executives, Practitioners, Managers and Students by the
authorities that have shaped the way we think and work with process today. It stands out as a
masterpiece, being part of the BPM bachelor and master degree curriculum at universities around
the world, with revealing academic research and insight from the leaders in the market. This book
provides everything you need to know about the processes and frameworks, methods, and
approaches to implement BPM. Through real-world examples, best practices, LEADing practices and
advice from experts, readers will understand how BPM works and how to best use it to their
advantage. Cases from industry leaders and innovators show how early adopters of LEADing
Practices improved their businesses by using BPM technology and methodology. As the first of three
volumes, this book represents the most comprehensive body of knowledge published on business
process. Following closely behind, the second volume uniquely bridges theory with how BPM is
applied today with the most extensive information on extended BPM. The third volume will explore



award winning real-life examples of leading business process practices and how it can be replaced to
your advantage. Learn what Business Process is and how to get started Comprehensive historical
process evolution In-depth look at the Process Anatomy, Semantics and Ontology Find out how to
link Strategy to Operation with value driven BPM Uncover how to establish a way of Thinking,
Working, Modelling and Implementation Explore comprehensive Frameworks, Methods and
Approaches How to build BPM competencies and establish a Center of Excellence Discover how to
apply Social BPM, Sustainable and Evidence based BPM Learn how Value & Performance
Measurement and Management Learn how to roll-out and deploy process Explore how to enable
Process Owners, Roles and Knowledge Workers Discover how to Process and Application Modelling
Uncover Process Lifecycle, Maturity, Alignment and Continuous Improvement Practical continuous
improvement with the way of Governance Future BPM trends that will affect business Explore the
BPM Body of Knowledge
  what business process outsourcing: Handbook on Business Process Management 2 Jan vom
Brocke, Michael Rosemann, 2014-08-28 Business Process Management (BPM) has become one of the
most widely used approaches for the design of modern organizational and information systems. The
conscious treatment of business processes as significant corporate assets has facilitated substantial
improvements in organizational performance but is also used to ensure the conformance of
corporate activities. This Handbook presents in two volumes the contemporary body of knowledge as
articulated by the world's leading BPM thought leaders. This second volume focuses on the
managerial and organizational challenges of BPM such as strategic and cultural alignment,
governance and the education of BPM stakeholders. As such, this book provides concepts and
methodologies for the integration of BPM. Each chapter has been contributed by leading
international experts. Selected case studies complement their views and lead to a summary of BPM
expertise that is unique in its coverage of the most critical success factors of BPM. The second
edition of this handbook has been significantly revised and extended. Each chapter has been
updated to reflect the most current developments. This includes in particular new technologies such
as in-memory data and process management, social media and networks. A further focus of this
revised and extended edition is on the actual deployment of the proposed theoretical concepts. This
volume includes a number of entire new chapters from some of the world's leading experts in the
domain of BPM.
  what business process outsourcing: BPO - Business Process Outsourcing: High-impact
Strategies - What You Need to Know Kevin Roebuck, 2011 Business process outsourcing (BPO) is
a subset of outsourcing that involves the contracting of the operations and responsibilities of specific
business functions (or processes) to a third-party service provider. Originally, this was associated
with manufacturing firms, such as Coca Cola that outsourced large segments of its supply chain. In
the contemporary context, it is primarily used to refer to the outsourcing of business processing
services to an outside firm, replacing in-house services with labor from an outside firm. This book is
your ultimate resource for BPO - Business Process Outsourcing. Here you will find the most
up-to-date information, analysis, background and everything you need to know. In easy to read
chapters, with extensive references and links to get you to know all there is to know about BPO -
Business Process Outsourcing right away, covering: Business process outsourcing, Assessment of
goodwill, Bizagi, Bonita Open Solution, BPO security, BPX, Business communication, Business logic,
Business Motivation Model, Business Object Model, Business operations, Business pattern, Business
process, Business Process Definition Metamodel, Business process management, PNMsoft, Business
process mapping, Business Process Modeling Language, Business process reengineering, Business
requirements, Captive service, CCU Delivery, Change order, Communication Enabled Business
Process, Consumption Maps, Coworking, Demand chain, Direct Store Delivery, Dynamic business
process management, Extended Enterprise Modeling Language, Feasibility study, Functional silo,
GRCM, A Guide to the Business Analysis Body of Knowledge, Human interaction management, IDS
Scheer, International Business Development, Knowledge process outsourcing, Leverage Point
Modeling, Market analysis, Methodology Management System, Misuse case, Open door policy



(business), Operating agreement, Order processing, Banking BPO Services, Desktop Outsourcing,
Information technology outsourcing, Business process outsourcing in India, Pegasystems, Process
mining, Process ontology, Process-centered design, RACI framework, Real-time enterprise, Returns
management system, Sales, Sales process engineering, Software ecosystem, Total Security
Management, Transformational Outsourcing, Value Process Management, Variance analysis
(operations management), Weak workflow, Outsourcing, Offshoring, Nearshoring, Homesourcing,
Globalization, List of call centre companies, Recruitment, Recruitment Process Outsourcing,
Software testing outsourcing, Business process outsourcing in the Philippines, Website Management
Outsourcing, Offshoring Research Network, Legal outsourcing This book explains in-depth the real
drivers and workings of BPO - Business Process Outsourcing. It reduces the risk of your technology,
time and resources investment decisions by enabling you to compare your understanding of BPO -
Business Process Outsourcing with the objectivity of experienced professionals.
  what business process outsourcing: Business Process Outsourcing Nayan Barua, 2009-01-01
The book deals with the emerging concept of BPO s and KPO s in the service industry. With the
advent of the era of competition and gradual opening up of the economy, there is relocation of
manufacturing and service all over the world based on cost and people considerations. At this
juncture, the concept of outsourcing has come up as a major development with flourishing call
centres. The service providers are moving into value creation and enhancement of changing
perception of employees as a ground for competitive advantage in the industry with and intention of
long term sustainable growth. At the same time knowledge process outsourcing have came to
occupy a prominent position with increasing competence in the field. The knowledge services
provide new vertical opportunities and global financial institutions are recognizing India s
capabilities for high end outsourcing in this area The book, therefore is an attempt to bring forward
the changing trend in business practices in vogue in various organizations in the globalized world.
Contents Part I: Outsourcing: A Myth or a Reality; Chapter 1: Offshore Outsourcing: A Myth or a
Reality by T C Saha and Debashis Sur; Chapter 2: BPO as a Great Opportunity for India: Myths and
Realities by Shiv Kumar Sharma and Vijay Laxmi; Chapter 3: Business Process Outsourcing:
Realities by P Bezborah, Rashida, T Noorain and Kakali Mahanta; Chapter 4: Outsourcing: Myths
and Realities by S K Gupta; Chapter 5: Outsourcing: Myths and Realities by M Surat Kumari;
Chapter 6: Outsourcing: Its Myths and Realities by Nitu Agarwal and Karishma Sarkar; Chapter 7:
Outsourcing: Myths and Realities-An Analytical Study of ITES-BPO Sector in India by Abhigyan
Bhattacharjee; Chapter 8: BPO: The Myths and the Reality by Pramod Kumar Agarwal; Chapter 9:
The BPO Revolution: Myths and Realities by Sunita Sharma; Chapter 10: Outsourcing: Myths and
Realities by V T Ramakrishna; Part II: Emerging Trends of Outsourcing in India: The Pros and Cons
by G L Gaur; Chapter 12: Emerging Trends in BPO by S V Satyanarayana and A Sudhakar; Chapter
13: Business Process Outsourcing and its Future Role in Indian Economy by Swami Prakash
Srivastava and Bhawana Saini; Chapter 14: Business Process Outsourcing in India: A Critical Study
by Debdas Rakshit and Swarnabha Das; Chapter 15: BPOs are India s Growth Engines by Mahesh
Chandra Prasad; Chapter 16: Future of Outsourcing: Indian Perspective by Sadia Khan; Chapter 17:
Present Status of BPO Industry in India: Challenges and Opportunities by N Subba Rao and G
Syamala Rao; Chapter 18: Outsourcing: Preserving the Boom in Indian Economy by Tek Nath Singh,
Mohan Thakur and Sujata Sharma; Chapter 19: Business Process Outsourcing: The Indian
Advantage by Israel Raju Vuram and G V S Sailaja; Chapter 20: Indian BPO Industry and its
Challenges by Saurabh Sen; Chapter 21: Business Process Outsourcing in India: Present Status,
Prospects and Future Challenges by G M Dumbre and M B Khandare; Chapter 22: The Changing
Faco of Indian Outsourcing Industry by R S Yadav; Part III: Financial and Accounting Services:
Chapter 23: BPO: Potential in the Insurance Sector by S C Das; Chapter 24: Outsourcing in Financial
Services by V Krishna Mohan and D Suryachandra Rao; Chapter 25: Outsourcing iin Banking Sector:
Myth and Realities by D M Khandare and Mohan S Rode; Chapter 26: Outsourcing in Reference to
Finance and Accounting Akhil Mishra and Reema Srivastava; Part IV: Knowledge Process
Outsourcing; Chapter 27: Knowledge Management and Knowledge Process Outsourcing by B Vijaya



and Veerendrakumar; Chapter 28: Knowledge Process Outsourcing (KPO): The Emerging
Opportunity by P K Yadav and Sanjay Misra; Chapter 29: Strategic Response to Integrated Learning
Solutions through Knowledge Management Outsourcing by Sanjana Gupta, Pooja, Bhupinder Kaur
and Lata Sharma; Chapter 30: Knowledge Process Outsourcing (KPO) in India: Some Issues and
Challenges by Ramesh O Olekar; Part V: Human Resource; Chapter 31: ITES Outsourcing: The Right
HR Strategy by K Raji Reddy and T Krishma Kumar; Chapter 32: Recruitment Process Outsourcing:
Myths and Realities by K V Geetha Devi; Chapter 33: Human Resource Outsourcing: Some Issues by
S Arvind, P Paramashivaiah and R K Ramesh Babu; Chapter 34: Job Satisfaction in BPO Industry by
K Sridevi; Part VI: Miscellaneous; Chapter 35: The Outsourcing Story by Krishna Kumar Agarwal
and Meenakshi A Singh; Chapter 36: Business Process Outsourcing: Does it Have Future? by
Sureshramana Mayya; Chapter 37: Blooming and Glowing BPO by T Ramesh: Chapter 38: Business
Process Outsourcing: Benefits and Challenges by Pandit C Bilamge and Kallinath S Patil; Chapter
39: Business Process Outsourcing: A Global Experience by G P Prasain; Chapter 40: Outsourcing:
Emerging Trends in Indian Advertising Scenario by Umesh H Arahunasi and Mallikarjun N
Kaddipudi
  what business process outsourcing: Business Process Outsourcing Sarika Kulkarni, 2006
Business Process Outsourcing provides information on the BPO revolution that is taking our country
(and the world) by storm. New job opportunities are being generated each year, particularly in the
metros. This has created a tremendous interest in BPO especially from an employment perspective.
There is a paucity of books and material on this employment aspect of BPO, and this book aims to fill
that void. The book gives an overview of the BPO units in India, and includes an exhaustive list of
third party BPO companies located in India. On the conceptual level, information on the various BPO
domains is covered in an easy to understand manner, while on the practical level case studies of
leading BPO companies is given. Each chapter in the book represents a facet of BPO.
  what business process outsourcing: World Trade Organisation and Business Process
Outsourcing in India R. Hiremani Naik, 2007 Contributed articles.
  what business process outsourcing: Implications of Onshore and Offshore Business
Process Outsourcing for Firms and Customers Jonathan William Whitaker, 2007
  what business process outsourcing: Calling the Customer - An Industry Analysis of Call
Center as Business Process Outsourcing Providers Maria Kimme, 2005-02-14 Master's Thesis from
the year 2004 in the subject Business economics - Business Management, Corporate Governance,
grade: 1,3, Maastricht University, course: Diplomarbeit, language: English, abstract: This thesis
focuses on call centers offering their services to companies, which choose to outsource customer
contact. The goal of this study is to portray the industry and establish key success factors. Several
environmental and organizational characteristics are depicted and the influence of two important
aspects is outlined as they are the personnel and trust as a key factor governing the client
relationship. The results suggest that the outsourcing call center industry is driven by the need of
flexibility, the strong connection with the clients and trust as a basic requirement. Companies
operating in this business tend to show signs of maturity, pay much attention to the management of
the human resources, and combine leveraging their core competences globally with adapting flexibly
to the clients’ needs and wishes. When managing the workforce, the agency theory applies. Hiring,
training and monitoring processes are therefore of crucial importance and need to be adjusted
carefully to the services offered. Continuous observation and adaptation is vital to the call center’s
success. Pinpointing and targeting the training needs and fine-tuning the monitoring system are
imperative. Surprisingly, when looking at the client relationship, the principal-agent problem does
not exist, since the success of both partners it tied together very strongly. Trust and integration are
therefore the main factors driving this success. Trust is assessed by using Numan’s (1998)
framework, which focuses on balancing complexity, risk, control and uncertainty with trust, which in
turn is shaped by beliefs. These relationships are found to hold true in this industry and the
importance of trust reached the highest value available, when questioned. The main goal of a call
center is to provide such an excellence service to the client that it becomes indispensable.
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