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Next Generation BPO: 

Driving Enterprise Growth & Agility
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Centennial Video: 

http://www.youtube.com/watch?v=8-M_nPRXO0k

http://www.youtube.com/watch?v=8-M_nPRXO0k
http://www.youtube.com/watch?v=8-M_nPRXO0k
http://www.youtube.com/watch?v=8-M_nPRXO0k
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The world is smaller and flatter—
and increasingly digital …
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… and complexity continues to rise

Every two days, we create as 

much information as mankind did 

up to 2000.

Information grows at 66% per 

year; physical production at 7%.

Next 100 years of technological 

change will feel like 20,000 years.
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Simplifying complexity drives value … 
…but don‟t oversimplify 

Historic approach felt like a series 
of simple decisions

New approach requires more 
nuanced and variable decisions
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1. The search for “non-core” is a fool‟s errand

Then

Core Non-core

Now
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2. Business reality doesn‟t fall neatly into BPO and ITO

Then Now

BPO ITOCore Non-core
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The lines are blurring between business and IT

Organizations integrate business and technology
to innovate.58%

Senior management ranks technology as totally 
critical for the success of their business. 68%
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3. Neither the elegant redesign nor the “quick 
save” works at this point

Core Non-coreCost Savings Transformation

Then Now
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A transformation roadmap must fit your needs

Consolidation

► Global footprint

► Centers of 

expertise

► Economies of 

scale

Optimization IT Integration

► Standards-driven granular 

measurement

► Process simplification & 

standardization

► Automation with innovative 

technologies

► Integrated analytics

► End-to-end process 

harmonization

► Extension to clients’ retained 

activities

► ERP 

implementation / 

rationalization

► Data warehouse / 

Business 

intelligence

Lowest cost, 

risk and value

Highest cost, 

risk and value
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4. It‟s as much about top line as it is bottom line

-35% 
Globalization

scale & expertise

-25%
Standardization

& automation

+7% Indirect procurement 
sourcing against spend

+25% Working capital 
against receivables & 
payables balances

Improved risk, 
controls, compliance 
& business agility

Consolidation Optimization IT Integration

Functional 

Costs

Enterprise 

Benefits

Annualized run rate savings range 30-60% from 

baseline.

Total Service Value

Revenue growth from +10% 
cross-sale

Customer satisfaction
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5. Atomization trumps industries and functions 

CRM

F&A

SCM

HR

Banks Retail Energy Auto

CRM

F&A

SCM

HR

Banks Retail Energy Auto
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6. How you “-shore” is not the point

Geography-centric Globally integrated

Shift
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Connecting delivery processes, systems and data 
enables greater collaboration in a global economy
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7. Your next senior executive is working in 
the mailroom a delivery center
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GPS Video: 

http://w3.tap.ibm.com/medialibrary/media_vie

w?id=101055

http://w3.tap.ibm.com/medialibrary/media_view?id=101055
http://w3.tap.ibm.com/medialibrary/media_view?id=101055
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Simplifying complexity requires collaboration

Investors

SuppliersEmployees

Customers
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8. Governance matters: „Set it and forget it‟ 
doesn‟t work

 Aligned expectations

 Relationship managers

 Frequent relationship audits

 Protocols for: 
- Decision making

- Communication

- Conflict resolution

 Joint committees at 

various levels

 Clearly defined roles 

and responsibilities
Organization Processes

Relationship 

Service
Delivery
Model

 Rules/processes for 

contract and service 

delivery management
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9. The science of process still matters
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10. Insight + Innovation = Dexterity

Time and Resources

V
a
lu

e
 a

n
d
 I

m
p
a
c
t

Data Management

Basic Reporting

Benchmarking

Analysis

Advanced Analytics
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Imagine Watson in your call center

Manage large quantities of data from 

an instrumented world

Transform complex data into 

meaningful insight

Ensure confidence in analytics to 

make key business decisions

Do it at the speed of business, in real 

time

Tap into a broad, open domain of clues

Parse complex human language

Be precise at finding the answer with 

appropriate confidence

Do all of these in under three seconds

To compete at Jeopardy!, both humans 

and computers need to:

The same analytics-driven insight can 

innovate your business processes. 
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Watson Video: 

http://www.youtube.com/watch?v=FC3IryWr4c8&f

eature=related

http://www.youtube.com/watch?v=FC3IryWr4c8&feature=related
http://www.youtube.com/watch?v=FC3IryWr4c8&feature=related
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The mandate for change is a mandate for smart
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ibm.com/services/process 

ibm.com/services/outsourcing


