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A global outsourcing vendor has a critical advantage: Domain knowledge acquired across multiple clients,
operating across many countries in each sector. Domain knowledge which can be used, for example, to bring
best practice from an innovative company in Australia to the UK or from the UK to the US and so on. If the
outsourcing vendor has expertise across multiple industries, there can be a high degree of cross-industry
synergy as well. This tends to provide an attractive nurturing environment for key managers, helping to
retain staff as they develop their skills and gain in-depth knowledge of not only the client’s business, but that
industry across multiple geographies.

Likewise, training should reflect the requirement to understand the fundamentals of each business type
rather than simply the fragmented set of outsourced processes that the vendor actually handles on a day-to-
day basis. To ensure knowledge absorption, your vendor should be able to provide evidence of continual
review and testing to check that training is being retained. This is another aspect of governance: how the
vendor measures the effect of training, and feeds the results back into the design and delivery of future train-
ing initiatives.

Managing the vendor relationship will become more important as clients look to simplify and improve their
outsourcing arrangements. Without effective communication between the two parties, it is unlikely that the
outcomes will be good - even if the vendor is capable of hitting the SLAs. In addition to ensuring that manag-
ers with the appropriate skills are in place on both sides, organisations need to be confident that their chosen
vendor is employing people with the right skill sets to handle the outsourced business processes. When
choosing a vendor, it is important to look for clear evidence of their ability to understand functional roles,
design accurate job specifications, then recruit the right people.

Well Managed Outsourced Relationships Yield Four Key Benefits

Alignment
Ensuring your business priorities are
reflected in service performance across
all suppliers

Communication Consistency
Rapid and effective Single point of contact for
dissemination of feedback Optimized all facets of support
and information to effect Results across programs,
positive change and vendors, technologies,
business alignment and geographies

Results
Monitoring, reporting, and optimizing
enterprise performance data to improve the
cost and quality of customer experience

Diagram provided by Everest Group
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Conclusion

This paper has defined the key characteristics of an
outsourcing vendor capable of delivering long-term
benefits. Across preparation, definitions, transition,
operational delivery, training and performance
management, there is one common factor: The
outsourcing vendor will have a documented, struc-
tured, methodical approach to every aspect of man-
aging client relationships.

With its well-established approach to governance
and its ability to see the bigger picture, Firstsource
creates long-term outsourcing partnerships that go
beyond SLA adherence to deliver ongoing process
improvement and innovation.

As an expert in business process outsourcing with
deep domain knowledge, Firstsource can act as an

enabler of business transformation. Working from
an understanding of each client’s larger business
goals, Firstsource can determine the appropriate
process re-engineering and deliver ongoing
improvements to the outsourced processes.

Firstsource combines global delivery capabilities
with process excellence and a culture of innova-
tion. With structured pre-sales research tools, a
documented transition methodology, and Six
Sigma, Lean and COPC frameworks for continu-
ous improvements in operations, Firstsource has
the rigour and discipline to build successful long-
term outsourcing relationships. By outsourcing
business processes to Firstsource, enterprises can
reduce their supplier management overhead
while achieving the desired business outcomes.
Equally, Firstsource has the scale to take on busi-
ness processes that are currently outsourced to a
number of different vendors.

This paper is based on discussions from Firstsource’s regular Client Forums which debate topics that concern our
clients. The Client Forum on Vendor Management was facilitated by Peter BendorSamuel, CEO of Everest Group and
the content of this paper contains input from Everest Group, our clients’ viewpoints, as well as best practice from
Firstsource, as one of the leading global Business Process Qutsourcing companies.

Firstsource (NSE: FSL, BSE: 532809, Reuters: FISO.BO, Bloomberg: FSOL@IN) is among India’s leading BPO
(business process outsourcing) service providers. Firstsource provides customized business process man-
agement to global leaders in the Banking & Financial Services, Telecom & Media and Healthcare sectors. Its
clients include Fortune 500 and FTSE 100 companies. Firstsource has a global delivery model with opera-

tions in India, U.S., UK, Argentina and Philippines.

For more information, please visit www.firstsource.com
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