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Outsousorcing-Sucess Crejterion

-Dr. Anupama N, Nerurkar
Fead of e Depareient 2 Assocuree professor,
Denerememt of Cormmeree.
L. S Rabxra qoliege of Ams and Commerce. Sumtnerm A W)

w1 - o] P, N . B .
Do emlrgivaaion, mmemmerrir 3 ol oo

-, - \-.h = - i ¥ " ~
pe g She CUESTFEE VNG, Th2 poston = Salemped =t it e s v 3o 2
st = 8 ,-'-_-_ O fAns B O ‘-m o :.:' E:':"'1"' :\: .y s g Bt _.:-;

o T et A
S s WD 0O SSERE sk hesit Eves e Sl shumeee workd pmd make

s - & s head 3
X srmarm e SOTDORTNS o hosthess fenders amogs the worid

2 -

e

P =S : I

B VS oy S A e
-y R

e . hF e .
™ ey i potos! soehoon
= g 2 L i - .
S e 20 T AD0W IR 2000
CL L o
;

=
L )
..-_.'w-g,"Ll.":_:_‘
s =
' - SIIREY
g (T ) - . 3 oRis yioomo s oa o -a o
b —r ® NP PABOT EDC L NN s 2llowy the Mo of ofshor atoTr ©

b d = ORI < Lo - -

"‘1-\.,, \iﬁ": 55 3 TOOTSR] DURITRE IO T e i ol s = s> sty
aa=t s i I, e i P LI » 3 - - . =

- i  soroorese e, Ocssouming s heing ensblad by e srpe & Fobel cveresyony o

-
. e
= -y

o 2 oreasmgly Sendend besiness practice I the ke Geonde. = Bies o

g T y e oS oo
= = - e ¥} — = 3 X ¥ ; % g &
T A gnd Sl for e orparsanoe. These risks, if ooc memeoed sSevely o keal
=% - : . e 3o - .
2 sd phverssh TPadt am arpamisation’s ] perfrmence coenmmy e
- j Jpien < : c 2

; = fw. i
== g < - G T S = o
i meezzooe. Aanonding o Dave Zechmeh, 3 retimed perner S Do, censiersmg
i B N ) R T
T gheher for Smene, [T coophamve, operInes of o amuEs oG Smow T
y iy fleP et ’ i o ) .
o= _ e L . .
— e 0 madagere nsk deniificatvn ad mERmnen cxly & the Cebsierony Tronds
.-rT__—-k-— ® -
i
eV
Oijeccives of the study-
. T '-,fx."'-"" b s 1T L-‘_*:f-“i'::::g.
i 1. ¥ —— e | .
. cemrmse the SUNCERS CTITENION for outsounang business

oS

[ X4 words-
Jesien mammie. KPL

ST

AL L.
\grzee of OQursourding-

e s 0L 200ess 10 peofassion Chardes Handley, a wniter and formxe proftsse 88 e

e e . S

T T R 1 . P ownrinccat Thic 1o bl Wiam son sl sl owma

Loie sy pebiishad his Shamnoes thaooy the Age of enreason. Thass sk Nanboas! coaliees
CIPE., S’ e \ ‘b, i
s med 2y i o deverhe thrve groeps of people withun an ongamssion

T e 1

1 Core woriers [OF essenyl and WONTALERNS
T 1 - o en el

2 Corrract emploneess 100 D00 SN0 WK,

Ferve workens, temmorsny, part-time and oocastonal labour.
) L 5 ol Bl whd
Exdy decerhed how cormpanies would employ an essennial qone team, anund wiah By 0wk few

- % W A % b
Srmral srmemise for soecific time hound prvects. In addinon, there woad e U T e

- - - _- - 1. .‘-
el for mumrenance, sorting the muil and cleanng the oflx

St AN LAllTITRET

11 "ae

e

ox i n Busiess § Warmgement-A Bateway of Dpporteities b Sesiess ot Nations
Corference, (rganised by Ramanand Arya DAY Colege. Shandip 25 Jon 207,
248




Management Buru: Journal of Management Research, Vol. IV. Issue 12, January 2917 ISSH 2319 %

the outsourcing is of the entire process o

ax management, insurance claims, human 'Hn: ice, "oy
-av of getling the job done, The contractin P o
1. time and facilitics Tor aclivitje

In business process outsourcing.

outsourcing processes arc payroll. 1
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non-core activities to free up cash. p _ ; $ in e lng .
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Ritks in outsourcing-

While affihare cutsourcing is associated with several benefits, these ventures also pose many rigg
The pervenad sk of outsourcing acts as a big inhibitor for BPO. =
Some of the nsks include

a1 Loss of control-
Commanies percene the nisk of losing control over the operations of their processes. Alsg if the

«f emplovees in the vendor finn leave the job, the buyer may be at the risk.

b1 Financial instabilities of the vendor —
If the vendor becomes financially unstable for some years, the buyer will have to search for a pey

vendor, the operations being at risk, if he does not search new vendor fast.

<) Dara security-

Another factor that could threaten the outsourcing could be the risk of exposing confidentia)
imformation to the third party. Whether it is HR, payroll, logistics or recruitment services, the
company chances on leaking of information. Besides an inappropriate partnership could bring in

protlems of stretched delivery dates, sub standard output quality and other problematic issues that
could have easily controlled and regulanse in an in-house frame work. Confidential data to the

omer may be prone to theft if the vendor firm does not have stringent security policy.

-

2) Loss of expertise-
Customers my loose the expertise and knowledge of carrying out services processes in time.

¢) Competition-
Another dilemma faced by the companics that outsource manufacturing and designing overseas 10

-

reverse engineening when production of goods and knowledge shifted to another country in time it is

il o T - - i B -
fficult for toreign country to so figure how the design and manufacture of own brand locally.

e [Ts

dq
f) Ethical controversies-
Ethical controversies around in outsourcing are done by first world countries with high standard of
environmmental practices. There is also lack of regular audits,
) Outsourcing strategy risk-

il T I prr s A patee % - d e Y

Outsourcing strateyry is the process of determining whether or nol to outsource? And if so, what ©
outsource™ It can anise due to lack of risk analysis and risk assessment planning

h) Qutsourcing selection risk-
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jon is the process ‘_’f finding and evaluating potential outsourcing partners. This can
cr intemnal skills st to efTectively manage the selection process.

aor §E
M‘mg]_gck of proP j
guet? entation risk-

20 g TP whether the relationshi - -
mﬁﬂ“ mplc,ncutahon is whether the relationship hetween outsourcing partners is defined and
1 I .. H o ol . : H — . i
il;;_u‘“nmg;mplcm“:”"m“" planning wilh respect to timing of transition 10 service provider and
tﬂh“;hn - r apisation can reduce the risk.
¢ gein OTF risk-
a.1'4"11'1w cing m,“agrm_l‘l'l' - PR "
muﬁﬂ“r anagement 18 the monitoring and evaluation of the ongoing relationship. The company
L i . n '
'xmm,uttﬁ ! by improving internal communication,
(W the TSR
¢
Ut =
an hidden cost booop i , . " ; i
kO wst of the time is cost-cfTective, at times there is a hidden cost involved in the

[ A N
L oh (\LI[S\’““ g
g

\\‘.11’1?'\-1- Cuceess of Qutsourcing-
n define and is applicable to outsourcing business also. With an outsourcing

_\lutﬂ p ‘]!-'lrd 0 . . :
e " s is something that nceds to be understood in more defined terms. This is essential
4 ‘fﬁf;.-;hcnl and supplier to have an appreciation of what works and what does not. The
e b h I-u 14 think about end result rather than the process because the company s alrcady doing

i weasuring whether the outsourcing programme really works needs some metrics

WA _
‘\‘;i_ o0 EISCH-
o L .
=g ﬁlt‘dﬁsult"‘ ; . y -
o ctaI e are the five areas that need a special consideration for measuring success of
Eallowlkiz
™ followitiz
lww:e:ﬁn“ the right people in the right place-
-] . .
: factor is the use of onsite manager, if the person does not have every strong

. gucCess . .
I kﬂ;‘.;cn! capabilities in the right mindset then there can be a problem. The manager not only
ot ormal sense of controlling budget deliverables and project teams but also

project in the n
rs and business advisors. The Indian team (local service team) should learn the

comages (B¢
¥ to the business teams on daily basis. In other words, the end users meet the

ey 2t 25 mento
r(ES5 5 they sped
;;sm'r:ing team.

2. Design metrics for results-

Peking what you wact 10 achieve by outsourcing over the long term period is also equally
—crzrt. The outputs of some processes are clearly understood and are readily quantifiable. In other
sords, (ainking about structuring the metrics to measure the value added created for business is

=rrz important than how the process is delivered. The company should consider about results from
¢ ectire programme before defining how it will measure the service.

3. Design KPI s (Key Performance Indicators) for the future-
Gord key performance indicators are the most important factor in the success of an offsho
wesaction KPI s can be very objective or highly subjective. While the basic framework of KPIs wi
% ¢efined hy outsourcing supplier or captive center manager, it is essential to think further into the
foe KPIs will live beyond the transition process as it is important from the point of view of

Cuslmer pcmpmive'

.' *. Relationship Building-
Jnrcing is not just procurement, It is a long term relationship between partner firms. The

KWNJH needs to be open and documented for an outsourcing relationship to really work well

5 . S ) g

4ms 10 start building client relationship right from the first meeting. The team should ensure that

e ULty FiE P 2 i i HN RS
urcing service level must at least match the existing service level. It must be possible 10
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level. It should be possible to ing :
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ctaining that | :
vices g used benchmarking to determine of o

e lon : Ple

epartmen! hu\;mn [( is becoming more common for clients ¢,
sy peric L ‘

they per’ o be benchmarked against what can

Sk inking on several matters such ag h@w

*s thi how
hi"::nrﬂg. The company may be happy with the

reduce cost while 1

5. Bench mark the ser
Human resource d
right salary for the job
outsourced service At
Benchmarking has altered com
service and what it that customer
not stop looking into the mlm‘.kt‘l‘l‘]“
The other suggestions (0 minimise

6. Quality management sy
The success of good service provi

cli ' sertain vulnerabilities, 3 ' ! % |
s ervice, financial vulnerability, and information ing

vulnerability deficient s SRR ement system ogi ettt ’ﬁlm,“ ok
and operational. Service provider’s quality mz-mﬂg Y ¥ mhvc]y adﬁ'.
ity issues. Systematic approach for recruitment can ensure the quality of "
\ulmb:ht)_.' g ining can ensure required skill development, Peri Odic fcg-_
targeted assignment and focused training 2
of the performance and monitoring the skill of the staff by higher management cap ensure
of service provided. Periodic review of the process, development of necessary docypme
human resource expertise to monitor the quality of services rendered by an outsourcing cg
7.Checking outsource expertise- z .
The organisation also requires an examination of the provider’s expertise in all aboye o5
experts of the service provider need to be checked properly so that company gets proper gerye,
Given the rapidly changing demographics at the workplace, combined with unique needs of any el
has outsource providers should have a system of improving the expertise so that they can meet ding
needs.
8. Selecting the functions with greatest competitive advantage.
9. Clearly defining the goals and objectives before starting outsourcing processes.
10. Understanding human relations and employment Jaw requirements.

‘c‘ & -
‘:hc risk and guarantying success are as folloyws,

tem- P l ,-
der depends on how efficiently it caters the need of ,
A

hence service provider must address satisfamy

problem areas include stretching delivery time frames
Conclusion- :

s 1o making outsourein
relationship between companies and the outsourciﬁ
aneed w:e adopted during outsourcings strategy contract crea:
hmlldr INg management. Treating the vendor ag com; ! eatmn'?
P ensure that the supplier’s Services and ppi P_aﬂy L

policies can have strong influence 0
s uen
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company a core company will foster a good

£ provider, There are number of o ’“
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