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Typical BPO Process

Generally Outsourced Activities

Customer Service Technical Support Tele-marketing Backroom Processing Telesales

US Customer

Call Attended by a Call 
Centre executive in 

India

• Disseminates Product  Info 
• Quotes product price
• Intimates approval / rejection

If not accepted

End of Process

If accepted

Central 
mainframe 

system

US Company 
retrieves data

Delivers the Product
Price paid 

US India

Request for approval

With / without 
human intervention
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Outsourcing…. what changes

US 
Customer

US 
Company

India 
BPO 

Centre

Supply of goods/services/insurance

Contract between US Customers & 
US Company

-Information on
products 
-Negotiating
prices

Communication
of order

US 
Customer

US 
Company

US 
BPO 

Centre

Supply of goods/services/insurance

Contract between US Customers & 
US Company

-Information on
products 
-Negotiating
prices

Communication
of order

US

US

US

India

Before Outsourcing

After Outsourcing
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Outsourcing …………… PE???

6FHQDULRV JLYLQJ ULVH WR �3HUPDQHQW (VWDEOLVKPHQW�

3(

♦ 6HFXULQJ RI &RQWUDFWV IRU VDOH IRU IRUHLJQ FR� LQ ,QGLD

♦ &RQFOXVLRQ RI &RQWUDFW IRU VDOH RQ EHKDOI RI IRUHLJQ

FR� LQ ,QGLD

± 6HFRQG SURYLVR WR 5HFHQWO\ LQWURGXFHG H[SODQDWLRQ � WR

6HFWLRQ �����L�

♦ 5HQGHULQJ RI 6HUYLFH E\ )RUHLJQ &R� LQ ,QGLD WKURXJK

HPSOR\HH RU SHUVRQ UHVLGHQW LQ ,QGLD
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Consequence of having a PE

♦ ,QFRPH RI IRUHLJQ FR� DWWULEXWDEOH WR DFWLYLW\ LQ ,QGLD

LV WD[DEOH LQ ,QGLD

± ,V SD\PHQW RI SULFH WR %32 VHUYLFH SURYLGHU RQ DUPV OHQJWK

EDVLV D VDWLVIDFWRU\ UHVROXWLRQ

♦ 3D\PHQW RI 7D[ E\ )RUHLJQ &RPSDQ\

♦ )LOLQJ RI ,QGLDQ 7D[ 5HWXUQ E\ )RUHLJQ &RPSDQ\
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Outsourcing……PE ??

♦ :KHWKHU ,QGLDQ %32 &HQWUH FDQ EH FRQVLGHUHG DV�

± 6HFXULQJ�DFFHSWLQJ VDOHV FRQWUDFW LQ ,QGLD RQ EHKDOI RI

)RUHLJQ &R�

± 3URYLGLQJ VHUYLFHV LQ ,QGLD RQ EHKDOI RI )RUHLJQ &RPSDQ\�

♦ :KHWKHU IRUHLJQ FR� LV GRLQJ EXVLQHVV LQ ,QGLD

♦ :KHWKHU RXWVRXUFLQJ FRQWUDFW LV RQ D SULQFLSDO�WR�

SULQFLSDO EDVLV� :KHWKHU ,QGLDQ %32 6HUYLFH 3URYLGHU

LV DQ LQGHSHQGHQW VHUYLFH SURYLGHU
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Outsourcing ……PE ?? (contd…)

♦ &DQ RXWVRXUFLQJ EH HTXDWHG ZLWK %X\LQJ RI JRRGV IRU

H[SRUW DQG WKHUHIRUH QRQ�WD[DEOH HYHQW DV SHU

([SODQDWLRQ E� WR 6HFWLRQ �����L� RI WKH ,7 $FW

♦ :KHWKHU SUHVHQFH RI HPSOR\HHV RI IRUHLJQ FR� WR

VXSHUYLVH %32 &HQWUH DJJUDYDWHV 3( H[SRVXUH
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Other key issues 

♦ 3D\PHQW RI &RQQHFWLYLW\ &KDUJHV WR QRQ�UHVLGHQWV ±
7D[ :LWKKROGLQJ 2EOLJDWLRQV
± $VLDVHW FDVH �'HOKL 7ULEXQDO�

± :LSUR FDVH �%DQJDORUH 7ULEXQDO�

♦ (OLJLELOLW\ WR 7D[ KROLGD\ LQ FDVH RI H[SDQVLRQ RI

EXVLQHVV

± :KHWKHU D QHZ XQLW

± 7D[ KROLGD\ SRVW ���� ± XQLW LQ 6SHFLDO (FRQRPLF =RQH

♦ 7UHDWPHQW RI ,QWHUHVW ,QFRPH

± 5HFHQW 6XSUHPH &RXUW 'HFLVLRQ LQ FDVH RI 3DQG\DQ
&KHPLFDOV ���� 7D[PDQ ����



5

9

Other key issues (contd…..)

♦ (PSOR\HHV JRLQJ DEURDG IRU 2QVLWH ([HFXWLRQ ± 3(
H[SRVXUH RYHUVHDV DQG PLWLJDWLRQ VWUDWHJLHV

♦ :LWKKROGLQJ WD[ RQ VDODULHV ± HPSOR\HHV JRLQJ

DEURDG

� )RUHLJQ 7D[ &UHGLW

� 7UHDWPHQW RI OLYLQJ DOORZDQFH

� 6RFLDO VHFXULW\ WD[ RYHUVHDV


