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Managed outsourced IVR

Launched MCI Outsourcing division fall 1995 12 clients, 2000
agents by end

Selected Amazon’s 1st two outsourcing partners
Assisted clients to outsource onshore or offshore

Built industry’s 15t searchable vendor database + online RFX
Manager

Keynoted conferences from Bangalore to San Diego
Written >20 articles or white papers
Formed, chair today 34-company Global Operations Council
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» Before considering it, eliminate need +/or provide self-service (see
again The Best Service is No Service)

« Offshore may be alluring, but plenty of onshore and nearshore
options today

» Qutsourcers claim to “know it all”, yet most don’t

* Finding outsourcing partner = finding one’s life partner, not a
“vendor”

* Your partner needs to subscribe fully to eliminate, automate,
simplify, leverage (see again BSINS)
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cost savings

flexibility, capacity, scalability
focus on core competencies
access to high caliber labor

transfer risk to vendor

lack of expertise in-house

best practices, quality, innovation -]
]
]
]
]

O 10 20 30 40 50 60 70 80

B reason(s) to outsource (offshore)
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Country Risk Score

(0

220

750 ~
English Language Proficiency
Black = not rated
Red = excellent . Mad
Pink = very good Nicaragua f agascar
Green = good *
Blue = fair
Dark Green = poor Hondu‘ras
500 Kenya & Ecuador
ATEUENE € Pakistan
* .
Uganda * Sri Lanka
‘. Ghana & Dominican Rep
Jamaica * Costa Rica
Mauritius —»¢ Vietnam & Guatemala
. * - - Morocco
i el * Romania
Philippines P El P —
it » Turkey
250 | Namibia - Colombia
Brazil ¢ South Africa o PEERE
E t ..
. Foland yan e ® Tunisia & ypE
Indi * Mexico ) )
. L4 Lithuania
*
e Hungary
* o Chile
* Malaysia / L 2N
China & Ireland
Czech Rep ® alistralia
Canada
O T 1
40 100 160
BPO Score
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q Importance to "State" today ‘ YA
5 increasing CE (1 great to 4 weak
@ (1 high to 4 low) 5 notexistant)
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Scoring Summary Report

Vendor Capabilities 35% 1.07] 0.89] 1.14| 1.05] 1.23}] 1.31| 0.74] 0.91] 0.00
Security, Technology 10% | 0.30| 0.35| 0.30| 0.30| 0.35| 0.29| 0.21] 0.33| 0.00
Training/Performance Mgt 5% 0.13| 0.17| 0.17]| o0.18]| 0.17] 0.17| 0.11| 0.13]| 0.00
Company Profile/Risk 15% | 0.35| 0.45| 0.40| 0.45| 0.47| 0.44] 0.32| 0.37] 0.00
Pricing 35% | 1.07| 1.30| 0.77]| 1.23| 1.02]| 1.09| 093] 1.30| 0.00
Total 1009 3.15 3.21] 3.23 3.30 3.03 0.00
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