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Accenture Company Overview

• 49th  best Global brand by 
Business Week 2006

Recognition

• Issued 100 patents in the last 3 
years, 950 applications pending

Intellectual 
Property

• $546+ mn in training
• $250+ mn on R&D in FY05

Investment

• 140,000 employees; in more 
than 110 cities in 48 countries 

• 4000+ clients on nearly 18,000 
engagements over the past five 
years

• 40,000 outsourcing 
professionals serve 600+ 
clients worldwide

Employees, 
Clients and 
Engagements

• $16.65bn (~40% outsourcing)Revenues FY06

• 49th  best Global brand by 
Business Week 2006

Recognition

• Issued 100 patents in the last 3 
years, 950 applications pending

Intellectual 
Property

• $546+ mn in training
• $250+ mn on R&D in FY05

Investment

• 140,000 employees; in more 
than 110 cities in 48 countries 

• 4000+ clients on nearly 18,000 
engagements over the past five 
years

• 40,000 outsourcing 
professionals serve 600+ 
clients worldwide

Employees, 
Clients and 
Engagements

• $16.65bn (~40% outsourcing)Revenues FY06

Accenture is a publicly traded 
company (ACN) 
listed on the NYSE with a Market 
Capitalization 
of $19.54 Billion (Nov 2006).
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Accenture - Key Facts
Every 4 hours, an Accenture system goes live somewhere in the world

1 in 3 of the world’s passenger airline tickets are processed by 
Accenture

1 in 5 of the world’s phone numbers are billed by systems we built

1 in 4 electric bills in the US are produced by systems we built

We have reduced drug development time by 1/3 at 5 of the world’s 
top pharmaceutical companies

Our clients include:
87 of the Fortune 100, more than two-thirds of the Fortune Global 500 and 
government agencies in 24 countries
70% of the largest energy companies
90% of the largest health insurance companies
All of the largest 10 insurance companies in the US
The world’s largest industrial equipment and engine manufacturer

Of our top 100 clients in fiscal 2005, 93 have been clients for at least 
5 years and 86 have been clients for at least 10 years. 
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Comm. & 
High Tech
Comm. & 
High Tech

Financial
Services

Financial
Services

GovernmentGovernment ProductsProducts ResourcesResources

Business ConsultingBusiness Consulting

Technology & Systems IntegrationTechnology & Systems Integration

OutsourcingOutsourcing

Accenture is Organized along Industry Groups to 
Effectively Service our Clients

• Customer Relationship Management 
• Finance & Performance Management

• Human Performance 
• Strategy

• Supply Chain Management

• Architecture for Complex Solutions 
• Enterprise Solutions and Integration 

• Infrastructure Consulting 
• Solutions Delivery Excellence

• Research & Development
• Alliances & Intellectual Property

• BPO, Application Outsourcing & Infrastructure Outsourcing

• Banking
• Capital Markets
• Insurance

• Communications
• Electronics & 

High Tech
• Media & 

Entertainment

• Defense 
• Postal 
• Education 
• Human Services
• Immigration
• Justice/Security 
• Election Services

• Automotive
• Health Services
• Industrial Equipment
• Pharmaceuticals & 

Medical Products
• Retail & Consumer 
• Transportation & 

Travel Services

• Chemicals
• Energy
• Forest Products 
• Metals & Mining
• Utilities
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Sao Paulo

Mumbai (3)

Wilmington

Chicago

Toronto Prague

Riga

Spain (2)

London

Mauritius

Bangalore (4)

Hyderabad

Manila (7)

Dalian

Shanghai

Bucharest

Bratislava

Warsaw

Curitiba 

Buenos Aires

Guangzhou

Delhi
Beijing

Chennai

Houston
Kolkata

IT Centre

IT &BPO Centre

BPO Centre

Future locations

The Accenture Delivery Center Network enables Global Sourcing, 
Risk Mitigation &  the Best Skills at the Right Price Point

Pune

40,000+ outsourcing employees

India 22,000+;  

Philippines 8,000+

Latin America and Eastern Europe 8,000+

China 2,500 +

50 Delivery centers worldwide

Offshore delivery for 19+ years

Accenture Delivery Methods 
utilized across all Delivery Centers
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Property and 
Casualty

Life and Non-Life

Reinsurance

Insurance

Global Investment 
Banks

Retail and Discount 
Brokers

Asset Managers

Custodians

Depositories

Exchanges

Capital Markets

Commercial/Corpor
ate Banking

Retail/Consumer 
Banking

Private Banking

Mortgages

Credit Cards

Wealth 
Management

Banking

We Serve All Major Financial Services Industry 
Segments
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Our Financial Services Clients are Leading 
Global Companies 

Accenture works with:
97 percent of financial services institutions ranked in the Fortune Global 100
89 percent of financial services institutions ranked in the Fortune Global 500
48 of the top 50 banks worldwide
15 of the top 15 investment banks globally
35 of the top 40 insurance companies worldwide
10 of the top 10 money managers worldwide
9 of the top 10 global custodians worldwide
20 equity, commodities and futures exchanges 

AXA Group
ABN Amro
Bank of America
Bank of China
Bank of Ireland
Barclays
BBVA
Caixa Catalunya
Chubb
Deutsche Bank

The 
Financial 
Services 
operating 
group 
serves more 
than 800 
unique 
clients, 
including:

Our solutions 
have been 
embraced by:

Sources: Fortune Global 
500 ranking based on 
revenues from July 25, 
2005, and internal analysis 
for fiscal year-end 2005.

Generali
Groupama
Johannesburg Stock Exchange
Lloyds TSB
London Stock Exchange
National Australia Bank
PKO
Royal & SunAlliance
Shanghai Stock Exchange
UBS

4/18/2007 Accenture copyright 2007 8

Accenture Offers a Full Range of Services 
How We DeliverWhat We Do 

Build enduring trust-based 
partnering relationships with our 
clients

How We Differentiate

Focus on business outcomes and 
creating value for our clients

Harness deep industry and 
process expertise and unrivalled 
large-scale complex change 
capabilities

Seamlessly integrate consulting 
and outsourcing capabilities 
across the lifecycle of business 
transformation

Leverage proprietary assets and 
global delivery network for cost,  
quality and differentiation

Foster a culture of collaboration 
and teaming

Attract and develop best talent

Application
Outsourcing

Operate and 
Continuously Improve

IT Infrastructure 
Outsourcing

Technology and Systems 
Integration

Business Process 
Outsourcing

Business Consulting

Implement and maintain
Technology

Envision & Architect 
Business Performance
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Accenture Outsourcing Portfolio

38 $100M pa clients. 120 clients served by Business 
Transformation. Enabling partnerships that deliver to the 
bottom-line and leverage Accenture’s full capabilities.

Large investments in proprietary enabling solutions, 
innovation, patents and skills
Performance-led solutions deliver shareholder value

Proven Client Relationships and Business 
Insight

Transformational Vision and Capabilities
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Accenture Has Been in the Outsourcing 
Business For More Than Fifteen Years

1991-1993
• BP
• Canada Post
• London Stock 

Exchange

2001
• Hungarian Oil 

& Gas
• Avaya
• BellSouth extension
• U.S. Internal Revenue 

Service
• U.S. Dept of Ed

1994
• SEI
• Microsoft Ireland

1995
• Dow
• Bell Atlantic
• Thames Water

1996
• Exel plc
• Boston Scientific
• Ryder
• J.P. Morgan

1997
• Prudential 

Assurance
• DuPont
• Credit Lyonnais

1998
• Asahi Brewery
• Caixa Catalunya
• BellSouth

1999
• New York State 

Comptroller
• Sonera
• Lyondell-Citgo

2000
• Barclays Bank 

Plc
• Siam Cement
• Sainsbury’s plc
• Telefonica

Argentina

2002
• KLM
• DuPont expansion
• Thomas Cook
• EMC
• Thames Water 

expansion
• Exel expansion
• Telecom Italia
• NOL

2003
• Borden Chemical
• BC Hydro
• Dynegy
• Providian
• La Rinascente
• Infineon
• California State 

Auto Assc
• Sallie Mae

* Select clients only

2004
• Sandvik
• EMS
• Fujitsu 

Siemens
• Barclays UK
• Best Buy
• Deutsche 

Bank
• DSV Group

2005
• Health Alliance 

Plan
• NWP Services 

Corp
• Caixa Catalunya
• BT

2006
• AirTran

Airways
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Appendix

Interesting BPO Information
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What is BPO

BPO is a business strategy that involves delegation of 
operation, administration and ownership of business 
processes or whole functions to a third-party. Companies 
typically undertake BPO for one or more of the following 
reasons

Cost advantage
Reduce cost
Move from fixed to variable cost model (also share risk)
Convert capital into expense (increase shareholder value)

Improve company focus
Help management invest time on strategic activities
Free internal resources for other purposes
Augment internal resources

Improve service quality 
Formalize performance metrics
Undertake continuous improvement

Gain access to world-class capability
Access to industry knowledge & superior processes
Access to leading technology 
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The first step is to “Define the BPO Strategy”

Appoint a senior executive as the champion for the BPO initiative.Identify a BPO 
champion

Identify potential BPO providers and engage to verify expectationsIdentify potential 
partners

What are the activities, responsibilities, start date and end date for each activity?Have a Plan and 
Manage to it

What are my guiding principles and factors to consider in out-sourcing?
What functions do I out-source? Which geographies?
Within each function, which processes do I out-source?
What is the appropriate delivery model for me? Which delivery location?
What is the detailed business case for each function? Over time?
What is the likely impact on my organization, processes and technology?

Decide on the right 
scope

What is my expectation of the costs and benefits?
What capabilities do I expect to enhance?
How does it enhance my market-place competitiveness?

Develop a detailed 
business case

Why are we doing it? What are the drivers?
At a conceptual level, what benefits (tactical & strategic) do we expect?

Clearly define and 
communicate the BPO 
Vision

Key ContentsWork Steps
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Dos and Don’ts in Defining the BPO Strategy

Verify expectations
Build in the “partnership” early on

Have a detailed work plan
Identify and document dependencies

Ratify the business case with process champions
Do not be over-ambitious. Take measured steps

Compare the business case with “industry typical” and “industry best case”
Ratify the business case with process champions and get buy-in

Appoint a senior executive
Communicate repeatedly

Research the BPO industry landscape
Benchmark current processes
Find out typical benefits
Find out what competitors are doing
Have visible senior management sponsorship

Imperatives (Dos)

Inadequate senior 
management “push”

Identify a BPO 
champion

Too many partners
Getting too tactical at this 
stage

Identify potential 
partners

Dual responsibility
Unclear deadlines

Have a Plan and 
Manage to it

Not identifying the risks
Too much conservatism in 
carving out scope

Decide on the right 
scope

Not estimating the total cost 
and “all” the benefits

Develop a detailed 
business case

Communication gaps leading 
to employee anxiety

Clearly define and 
communicate the 
BPO Vision

Common Pitfalls to 
Avoid (Don’ts)

Work Steps
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Getting the most from a BPO Arrangement

Obtain C-level sponsorship 
Be clear about objectives and expectations from the BPO (cost, 
process improvement, ability to focus on the core business, etc.)
Look for an outsourcing provider that brings a wide set of skills 
and strengths, and a long-term track record of delivering results, 
in addition to competitive pricing and commitments to cost 
reductions
Task talented executives with optimizing outsourcing 
arrangements
Incorporate business outcomes as a performance measure from 
the outset of the arrangement
Give as much attention to performance measurement and the 
quality of your relationship with your provider as you do to the
contract  
Use risk/reward provisions as incentives for higher performance 
outsourcing
Use active governance to manage the outsourcing relationship for
maximum performance
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The BPO Value Proposition
In 2002, results of Accenture’s executive survey suggested that 
the primary objectives of outsourcing were

Lower labor costs
Centralization & Standardization
Access to technology
Converting capital into expense
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However, the Value Proposition of BPO has 
evolved over time

Business Transformation
Outsourcer and client combine consulting, industry 
knowledge, and outsourcing competency to link 
outsourcing efficiencies to strategic initiatives that 
drive transformational performance improvement in 
one or more major business areas
Strategic partnership between client and outsourcer
Shared risk and reward associated with 
transformation of business (outsourcing as an 
enabler)

Business Processes
Outsourcing IT-intensive business processes with 
some responsibility for strategic outcomes

Infrastructure Services
Data center management
Hosting and managed services

Business Applications
Deployment, management and enhancement of 
software applications
Contractual service level agreements at the 
application level, including application availability, 
performance and enhancement

Business 
Transformation

Business Processes

Business 
Applications

Infrastructure 
Services

Strategic 
Value

Tactical
Value
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The Evolution of BPO
BPO has evolved along 3 key 
dimensions

Content & Scale: from time-
sharing of data processing in the 
1960s to outsourcing a substantial 
part of business functions (F&A, 
HR, IT, etc.)

Location: from intra-national 
(Houston, Aberdeen, Dublin, 
Toronto, etc.) to off-shore (India, 
China, Philippines, Brazil, CIS, 
etc.)

“Ownership”: from cost arbitrage 
to leveraging the service provider 
for best in class process and 
“business outcomes”
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Factors Enabling the Growth of BPO
Profitability Crisis (especially in the 
early part of this decade)

Reducing margins forced companies 
to implement cost saving measures
Competitors reducing cost through 
BPO left little choice to others in the 
industry
BPO was seen as an easy way to 
continuously access best-practices

Globalization
With global expansion, BPO offered the 
opportunity to consolidate processes and 
simplify start-up

Service Quality
Challenges in formalizing performance 
standards with an internal group
Time-zone advantage (especially vis-à-vis 
USA) for “round-the-clock delivery”
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Technology
Internet
Increasing computer 
literacy
Better communication 
infrastructure
Decline in communication 
cost (significant fiber 
optic cable capacity 
created during the dot 
com boom) 
Standardization in IT 
packages used (e.g. SAP, 
Oracle, etc.)

Industry Maturity
Large MNCs like GE, American Express and British 
Airways have led the way
BPO outfits have rapidly built up scale and have 
widened breadth of services
Industry Certifications and best practices (such as 
CMMI, Six Sigma, COPC and BS7779) generate 
client confidence
Presence of an established software infrastructure 
in countries such as India
Mature governance and legal structures
Entry of consulting firms in the industry are helping 
leverage BPO as a source of competitive advantage

Growth in BPO
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Estimates for the world outsourcing market vary but are in the range of 
US$ 300-500 billion for 2005*

IDC expects the world-wide BPO industry to grow at a CAGR of 11%. BPO 
in India is expected to grow at 58% per year over the next 3 years@

The BPO Industry

Source: * Gartner, IDC; @ Nasscom

Australia, 2%

Canada, 3%

France, 3%

Rest of Latin 
America, 3%

Rest of Asia 
Pacif ic, 4%

Germany, 5%

Others, 10%

United 
Kingdom, 11%

United States, 
45%Japan, 13%

IT, 63%

Supply Chain, 
6%

Operations, 
8%

Payment 
Processing, 

4%

Human 
Resources, 

7%

Finance and 
Accounting, 

3%

Customer 
Management, 

8%

Administration, 
2%
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BPO Industry Segments
The BPO industry has primarily 3 segments

Captive Units of 
Large Global 
Corporations

Offshore Operations 
of Global Service 

Providers
Local BPO Providers

•GE

•Fidelity

•HSBC

•JP Morgan Chase

•ABN AMRO

•British Airways

•American Express

•Accenture

•IBM

•Hewitt

•Mphasis, India

•Spectramind, India

•ICICI OneSource, India

•Progeon, India

•Teletech, Singapore

•Many others for each 
country/ region

•A very large number in 
the small-medium 
sector
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Country Competitiveness
India leads the BPO market with a 55% market share followed by 
China, Philippines, Ireland, Mexico, Australia and Canada

Source NASSCOM: National Association of Software & Service Companies, India; 
Above Chart – The size of bubbles is only indicative

India
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Mexico

Philippines

Singapore
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UK

Australia

Worker Capability
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Country Competitiveness Trends
The top 5*

Philippines, Ghana, Vietnam, Egypt and Indonesia have the lowest
wage costs
Singapore, UK, Canada, Australia and New Zealand have the best 
business environment
USA, France, India, UK and Germany have the best people skills and 
availability; though not all are English speaking

Companies have historically chosen near-shore locations to 
minimize risks. Canada, Ireland, Australia, Spain and Portugal 
were key destinations
Central and Eastern Europe are losing out on account of rapidly 
rising cost
Africa and Middle East suffer from regional instability
Latin America has been a popular destination for American 
companies and the growing Spanish speaking market
India continues to maintain the top rank for outsourcing 
destination

*Source: World Bank
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Wage Benchmarking
Asia offers a 80-90% wage arbitrage vis-à-vis USA

Source : World Bank; The numbers 
are for professional staff, not 
limited to BPO employees

Country Wise Savings on labor 

arbitrage (Indexed To US)

0%
-58%-16%-11%-8%
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54%
59%

63%64%
72%73%
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Note: Potential surplus is calculated keeping the ratio of working population (age group 15 – 59) to total 

population constant; Source: CII

47
Mn

19
Mn 7

Mn

3Mn

5Mn

3Mn

India

Bangladesh

PakistanIran

Brazil

Mexico

Philippines

5Mn

4Mn
Vietnam

2Mn

Turkey

-10
Mn

China

-6
Mn

Russia

5Mn

Indonesia

1Mn
Malaysia

0Mn

Ireland

Israel
0Mn

Iraq

2Mn

-1
Mn

Czech
Republic

4Mn

Egypt

-17Mn
US

-2 Mn
UK

-2 Mn

Italy

-3 MnFrance
-9 Mn Japan

-0.5  
Mn

Australia

-3 MnSpain

-3 MnGermany

Surplus Working Population Projection (2020)

India is expected to have a potential surplus working population of 
47 million by 2020
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BPO Trends in Delivery
Key BPO delivery trends are

Widening breadth and depth of services
In additional to the traditional IT, HR and CRM, F&A, Procurement, Supply 
Chain, etc. are being outsourced
Within a functional area, a greater proportion of work is being outsourced, 
e.g. management accounting within F&A
Knowledge work such as industry research, IP research, design & animation, 
remote education, product development, engineering design, etc. is being 
outsourced
Leading providers are offering MIS and analytics for the processes they 
manage

Leverage of Industry and Process knowledge
Clients are increasingly demanding application of best practices. Service 
providers need to demonstrate continuous improvement initiatives
undertaken
Impact on business outcomes is being contractually formalized
Vendors are setting up specialty Global Delivery Centers (GDCs)

Regional shared centers
Global companies are centralizing processes in multi-lingual regional shared 
centers to achieve both standardization and economies of scale

Greater emphasis on off-shore
With increasing confidence on the “off-shore” model, companies are 
increasingly shifting operations to India and China
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Functions that can be Outsourced
Key factors determining the applicability of out-sourcing to a business 
process (key questions to ask) are

Don’t have a choice
Industry moves faster than we can cope, e.g. IT
Difficult to retain employees with specialty skills

Best fix to immediate problems
Management time consumed – Is this process a drain on management time
Data accuracy – do I get reliable information
Change management – best way to drive change “big bang”

Highest saving potential
Cost base – how large is this cost base for me
Off-shore possibility – can I send this to a low cost country

Taking a long-term strategic view
Expected transformational benefits – are there vendors who do this process better then 
me
Investment plans – Do I intend to invest in this process or will I be behind in the race to 
improve this process
Flexibility – makes implementation of my inorganic growth strategy easier
Reduces investments and improves share-holder value

Other overall factors to consider
Criticality of the process – is it core, non-core or peripheral
Industry maturity – are enough service providers available
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Trends in Outsourcing Functions
IT is the most common out-sourced function. Key reasons

Fast paced changes in IT require use of a specialty provider
Attrition of employees internally (career issues in a non-IT company)
Increasing commonality in IT standards makes centralization possible
Fairly mature industry and the “India IT story”

F&A, HR and Customer Relations (CRM) are the other main areas of out-
sourcing
There is no prescribed sequence for out-sourcing processes

67%

49%

42%

41%

IT

Customer
Relations

Manufacturing

HR

63%

43%

40%

31%

IT

Finance &
Accounts

Customer
Relations

HR

Then Now

Above charts – Results of a survey conducted by Hewitt in 2002 and 2004
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Typically Outsourced Processes

Finance and 
Accounts

Human 
Resource

Enterprise Services

Customer 
Relationship

Procurement 
and sourcing                   

Logistics 
and storage

Demand Management Supply Management Operations

Industry 
Specific

• Account 
Payable

• Account 
Receivable

• Tax 
Management

• Treasury and 
cash 
management

• Electronic 
Payments

• Risk 
Analytics

• Payroll

• Benefit 
monitorin
g

• Training

• Recruiting

• Personnel 
monitorin
g

• Learning 
network 

• Customer 
selection

• Customer 
acquisition

• Customer 
retention

• Customer 
extension

• Call centers

• Sourcing 
management

• Category 
management

• Transaction 
processing

• Low cost 
country 
resources

• Storage 
process 
management

• Moving 
process 
management

• Claim 
processing

• Loan 
processing

• Retail 
Merchandise

• Medical 
transcription

• Reservation 
management

• Clinical data 
management

Information 
Technology

• Application 
Maintenance

• Infrastructur
e 
Maintenance

• Application 
Developmen
t
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Cost Reduction & 
Improvement in 

Identified Processes

Cost Reduction in 
Multiple Areas of 

the Business

Revenue 
Enhancement 
Opportunities

Level 1

Level 2

Level 3

T
ac
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ca

l
S
tr

at
eg

ic

Improvement in Business Outcomes (Reengineering & Best 
Practice Adoption)

• Increased speed to market
• Improved quality
• Improved forecasting
• Reduced customer response time
• Targeted promotions
• Greater Supply Chain Throughput

Improvements due to enhanced MIS and analytics
• Better receivables & payables management
• Better inventory control
• Tighter expense control
• Overall greater Return on Management Time

Capability building
• New Technology access
• Creation of additional capacity
• Skill set specialization and standardized processes

Increased ROI
• Reduced Capital Investment
• Reduced Fixed Costs
• Reduced Development Costs

Reduced Operating Costs & SLA Improvement
• Reduced manpower (centralization)
• Reduced infrastructure costs
• Cost arbitrage (near-shoring or off-shoring)
• Formalization and improvement in Service Levels

It is important to identify “all” the benefits
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Value Benefits need to be targeted by Design

Cost Reduction & 
Process Improvement

Level 1

Cost Reduction in 
Multiple Areas of 

Business

Level 2

Revenue Enhancement 
Opportunities

Level 3BPO Arrangements need to target 
Level 2 and Level 3 benefits by 

design

Level 1 benefits are industry 
standard and largely non-

differentiating

T
ac

ti
ca

l
S
tr

at
eg

ic

Time
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The total benefits of a BPO can be substantial

ILLUSTRATIVE

Lower 
attrition 
rates

Better 
profile of 
manpower

Labour 
Cost 
Arbitrage

Relocation Benefits

Multi-skilling

Higher 
Productivity

Economies of Scale & Skill

Standardized 
processes (best 
practice) Service 

Management 
Framework; 
Reliable service 
at predictable 
costs

Process and 
service
transformation

Sustained Onshore 
process 
improvements

Transformation Benefits

Process based 
structure
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Typical cost reductions from a BPO arrangement

Financial 
Services

Human 
Resources

Information 
Technology

Procurement

•General Acctg
•Fixed Assets
•Forecasting & Reporting

•Accounts Receivable
•Treasury
•Accounts Payable

• Attract
• Deploy
• Develop

• Perform
• Reward
• Exit

• Appl Development
• Technology/ 

Development

• Appl Maintenance
• Data Center 

Operations
• Telecommunications

• Strategic Sourcing
• SC Chain Management
• Supplier Management.

• eProcurement

• Purchasing
• Warehousing

• Transportation

Order 
Management

• Returns Processing
• Credit & Collections

• Order Management
• Call C enters

Typical Spend
(as % of revenue)

Typical Cost 
Reductions

1 – 1.5%

1 – 2%

2 – 3.5%

1 – 1.5%

1 – 1.5%

2 – 3%

20 – 50%

20 – 35%

20 – 30%

10 – 15%

10 – 20%

20 – 35%

Total (% of Sales) 8 – 13 % 2 – 4 %

Logistics

Accenture Experience
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Typical cost reduction in moving operations from USA/ Europe to 
India is 30-50% (at matching or improved Service Levels)

0

0.5

1.0

1.5

2.0

2.5

3.0

3.5

4.0

4.5

5.0

Wilmington
Houston

Montreal
Prague

Sao Paulo
India

7% 
Savings

29% 
Savings 

62% 
Savings

72% 
Savings 77% 

Savings

Base case

% Savings in Manpower costs vis-à-
vis Wilmington,US1

Processing 
costs in USA, 
excluding 
remote 
services

100%

Processing 
costs with 
remote 
services

Labor
Arbitrage

Additional 
management, 
telecom, etc. 
expenditure 

30-50%

20-30%

50–80%

Study on customer contact centers (CCC) shows following average scores across players
Accuracy in delivery around ~ 98% 
On time processing in over 95% cases
Sales per hour ~20% higher than US counterparts
Employee attrition is lower around ~ 20% (vs. 60 to 100% in the US)
Highest scores on customer satisfaction amongst any CCC used by the client

Accenture Experience
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10 Key Findings
1. IT, Supply Chain and Learning/ Training are the most commonly out-sourced 

functions

2. Outsourcers share 3 fixations – cost reduction, process improvement, focus on core

3. Broad capabilities and benefits are the main factors governing the choice of vendor

4. Relationships and performance management become far more important that the 
contract over time

5. Over 70% met their stated outsourcing objectives. 68% agree that outsourcing 
helped their company perform better

6. 76% use business outcomes to measure outsourcing benefits; 17% don’t. Most 
introduce business outcomes early in the contract

7. 65% use a risk/reward mechanism to spur performance

8. 80% employ moderate to extensive governance techniques

9. The longer the company out-sources, the better it becomes and more satisfied it is

10. Satisfaction with outsourcing does not diminish over time

Accenture’s 2006 
Survey of 141 CGS & 

Retail Companies
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Pros and Cons of BPO Delivery Models

● Most Favorable

o Least Favorable

Delivery Model

◕◕◐◐Operational Monitoring 

◔◔◐◕Flexibility

◔◔◐◕Employee Contact

◔◐◕◕Integration Risk

◐◐◕●Security Risks

●◕◐◔Access to specialised 
knowledge

●◕◐◔Asset Utilisation

◐◐◕◔Standardisation

◕◕◐◔Service level 
Risk Sharing

●◕◐◔Cost Arbitrage

Global Delivery 
CenterOutsourcingShared ServicesInsourcingParameters

The 
comparison 
of In-
sourcing, 
Shared 
Services 
and 
Outsourcing 
assumes 
same 
location

Evaluation 
of GDC is 
relative to 
off-shore 
out-
sourcing
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The first step is to “Define the BPO Strategy”

Appoint a senior executive as the champion for the BPO initiative.Identify a BPO 
champion

Identify potential BPO providers and engage to verify expectationsIdentify potential 
partners

What are the activities, responsibilities, start date and end date for each activity?Have a Plan and 
Manage to it

What are my guiding principles and factors to consider in out-sourcing?
What functions do I out-source? Which geographies?
Within each function, which processes do I out-source?
What is the appropriate delivery model for me? Which delivery location?
What is the detailed business case for each function? Over time?
What is the likely impact on my organization, processes and technology?

Decide on the right 
scope

What is my expectation of the costs and benefits?
What capabilities do I expect to enhance?
How does it enhance my market-place competitiveness?

Develop a detailed 
business case

Why are we doing it? What are the drivers?
At a conceptual level, what benefits (tactical & strategic) do we expect?

Clearly define and 
communicate the BPO 
Vision

Key ContentsWork Steps
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Dos and Don’ts in Defining the BPO Strategy

Verify expectations
Build in the “partnership” early on

Have a detailed work plan
Identify and document dependencies

Ratify the business case with process champions
Do not be over-ambitious. Take measured steps

Compare the business case with “industry typical” and “industry best case”
Ratify the business case with process champions and get buy-in

Appoint a senior executive
Communicate repeatedly

Research the BPO industry landscape
Benchmark current processes
Find out typical benefits
Find out what competitors are doing
Have visible senior management sponsorship

Imperatives (Dos)

Inadequate senior 
management “push”

Identify a BPO 
champion

Too many partners
Getting too tactical at this 
stage

Identify potential 
partners

Dual responsibility
Unclear deadlines

Have a Plan and 
Manage to it

Not identifying the risks
Too much conservatism in 
carving out scope

Decide on the right 
scope

Not estimating the total cost 
and “all” the benefits

Develop a detailed 
business case

Communication gaps leading 
to employee anxiety

Clearly define and 
communicate the 
BPO Vision

Common Pitfalls to 
Avoid (Don’ts)

Work Steps
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Getting the most from a BPO Arrangement
Obtain C-level sponsorship 
Be clear about objectives and expectations from the BPO (cost, 
process improvement, ability to focus on the core business, etc.)
Look for an outsourcing provider that brings a wide set of skills 
and strengths, and a long-term track record of delivering results, 
in addition to competitive pricing and commitments to cost 
reductions
Task talented executives with optimizing outsourcing 
arrangements
Incorporate business outcomes as a performance measure from 
the outset of the arrangement
Give as much attention to performance measurement and the 
quality of your relationship with your provider as you do to the
contract  
Use risk/reward provisions as incentives for higher performance 
outsourcing
Use active governance to manage the outsourcing relationship for
maximum performance


