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(A) REPORT ON BPO IN THE FINANCIAL SECTOR 
I. INTRODUCTION TO BUSINESS PROCESS OUTSOURCING (EXTRACT) 
BPO stands for Business Process Outsourcing and is “The delegation of an intensive business process to an outside service provider who owns, administers and manages it according to a defined set of metrics”. It’s where strategic value through outsourcing is created by creatively examining the process and changing the way it is processed.  

Business-process outsourcing (BPO), thus means delegating back-end administrative functions that are necessary to run a business but are not a part of the core business.

BPO is the transfer of direct managerial responsibility, but not accountability, to an unaffiliated, third party service provider who performs services previously delivered by internal staff and management. 

BPO creates breakthrough thinking by providing a clear focus on organizations core competencies and then harnessing the unique capabilities of equally talented and focused outside partners to handle non core competencies. By collaborating with a global outsourcing provider, companies can get access to streamlined processes and best practices. Globalization, competitive markets, and mergers and acquisitions are the primary stimuli for business-process outsourcing.   

The philosophy behind BPO is specific. “Do what you do best and leave everything else to business process outsourcers”. BPO saves precious management time and resources and allows focus while building upon core competencies.  

Harvard Business Review has identified Outsourcing as one of the most important management ideas and practices of the past 75 years. Outsourcing as an activity is independent of the current state of economy in the West. In times of recession, cost saving is a key driver, and outsourcing becomes imperative. During growth, organizations need to focus their energies on growth and their core competence to take advantage of the upturn, and therefore need to outsource their non-core activities. 


(B) WHITE PAPER ON  
 BANKNET INDIA’S FINANCIAL BPO SURVEY 2003 
I. EXECUTIVE SUMMARY 
The White Paper briefly covers the findings of the “Financial BPO Survey 2003” conducted by Banknet India. Survey participants were 34 Indian & foreign BPO/ITES companies and 14 senior bankers from major public sector & private sector banks in

India. Banknet India’s- Financial BPO Survey was conducted in the first half of 2003. 

The objective of this Financial Business Process Outsourcing survey was to identify the major players in the BPO (ITES) sector providing services to Banking, Finance & 

Insurance (BFSI) Sector & find the operational areas, where BFSI sector is looking for outsourcing the services.   

Methodology of Survey was both questionnaires & interviews. A standard questionnaire was mailed to various BPO companies focused on Financial Sector & selected senior bankers. In addition, questionnaire was also made available on request through Web site www.banknetindia.com. Bankers were mainly interviewed telephonically. 

II. KEY FINDINGS OF THE SURVEY: (EXTRACT) 
OUTSOURCING BENEFITS:
57% per cent of the Bankers cited lower costs as the primary benefit of outsourcing. Focusing on main/core business, improved efficiency & transfer of technology risk were other three leading factors for outsourcing, according to the respondents.  

SELECTION CRITERIA: 72% Bankers feel comfortable with the service providers who have the required domain and technological expertise and experience in the financial sector. Integrity ranks next for 64% of bankers in view of the security and confidentiality issues related to data of the banks. Long-term commitment towards industry, Experience of vendors, Technological expertise & Infrastructure are the other important factors for selecting a vendor, according to the respondents. 

TARGET MARKETS:
US and Europe (Mainly UK) are the main target geographical markets for BPO/ITES players. For 38% respondents- Australia/New Zealand and for 29% South East Asia including Singapore & Japan are the potential target markets.  

QUALITY CERTIFICATION:
Among the respondents, 50% were ISO certified. Other popular certifications included SIX SIGMA, COPC and SCI CMM. Only 18% of the respondents had no quality certifications. BPO companies regard quality certifications as important requirement to bag major clients. 

FUTURE PLANS OF BPO/ITES COMPANIES: 
Business Growth Vision 

To move up the value chain in their respective domains and expand product range to higher value added services. 


To offer customized solutions for different industry verticals…contd
