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WHAT IS BPO?

Business Process Outsourcing (BPO) is an integral part of every CX strategy, especially as the
pandemic and economy have had a major impact on contact center operations.

BPO is the practice of contracting specific business tasks or operations to a third-party service
provider. It typically involves outsourcing non-core business functions such as customer support,
accounting, human resources, and information technology services to a specialized company or
vendor.

Today's CX programs and professionals are under immense pressure to drive digital
transformation while containing costs and staying ahead of the competition. When coupled with
the realities of a tight labor market and limited availability of skilled employees, outsourcing has
become more critical than ever.

Deloitte’s Global Outsourcing Suryey 2022 ¢ unt that
50% of executives “identify.talefit acquisitiorf*as a top

internal challenge in meeting their organization’s
strategic priorities." \»\ ‘

WHY BPO?

In a time of economic uncertainty outsourcing offers financial flexibility to support upturns and
downturns without the expense or public black eye of workforce reductions. Outsourcing offers
a way not just to control costs, but manage risks to the company, especially if a percentage of
workers can be kept in BPO.

Even with these market conditions and rising expectations, many companies are not considering
how outsourcing can support their CX strategy. Those using a BPO likely have not optimized

their strategy in many years to ensure it's keeping pace with the speed of change.

Significant opportunities exist for all companies to start leveraging CX outsourcing as part of
their CX toolbox, or to optimize their existing relationships.

The following short guide is designed to help you consider where your company can best
capitalize on BPO and better support your overall business objectives.
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DISPELLING COMMON BPO MYTHS
EXAMINING THE REALITY

Many companies have succeeded with outsourcing, improving efficiency, reducing costs, and
expanding their operations. However, outsourcing strategies are often met with resistance as
there is a perception that quality, security, overall CX, and business results may suffer.

Here's a quick summary of common BPO myths versus the reality:

MYTH REALITY

— Many companies have succeeded with outsourcing, improving
Outsourcing is bad for efficiency, reducing costs, and expanding their operations.

my employees and However, outsourcing strategies are often met with resistance
company culture.

as there is a perception that quality, security, overall CX, and
business results may suffer.

o] Outsourcing will reduce operating costs, but leveraging a
Outsourcing is only a professional BPO strategically supports other business
cost-cuitting move and may outcomes with a skilled workforce, greater scalability, and
be more expensive ou wi : we 9 Hity,

improved customer experience.

A BPO/Outsourcer could BPOs commonly outperform internal Contact Center
never handle my customer's operations in Service Levels (ASA, Abandonment, etc.)
needs like we can internally. Customer Satisfaction, Accuracy Rates, and Resolution Rates.

One of the biggest benefits of BPO/Outsourcing is leveraging
Outsourcing will hurt my CX. the collective experience of organizations that only focus on
CX, allowing companies to focus on their core business.

All agents within a BPO/Outsourcer are trained extensively on
your branding, processes, tone, and voice to offer the same
and often a better experience than an in-house operation.

A BPO can never be an
extension of my company.

It will send jobs out of the Some companies must leverage near and offshore staffing
country and will be bad for strategies in certain situations for economic reasons. However,
the economy. many onshore (US) outsourcing options are available.

This demonstrates how outsourcing isn’t a decision to be taken lightly and requires a deep
understanding of the strategy and sourcing needed to be successful.
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With a robust strategy and the right partners, BPO delivers major benefits, including:

® B i 2@

COST SAVINGS EFFICIENT RAMP UP, IMPROVED
SCALABILITY RAMP DOWN CX
HOURS OF LANGUAGE CX BEST
OPERATION AVAILABILITY PRACTICES

STRATEGIC OUTSOURCING:
EVALUATING THE POTENTIAL
OFOUTSOURCING

You're likely wondering if outsourcing is right for your organization, and based on our decades of
experience, any company of any size with a contact center is a candidate.

If you're unsure, the following challenges should be treated as a sign that it's time to consider BPO.

L,QCQ,JQJ High Internal Attrition and/or *O0D Customer Service, Experience,
eJ- Difficulty Obtaining Skilled Labor. or Quality Issues.

. . Must Cover Unusual or Difficult
@ Operating Costs are Too High. @ Hours of Operation (HOOPs).

EI Need to Scale Quickly or Seasonally. @ ﬁ:ﬁuEi:iCdAd\i,gioI:gllesﬂﬁgfgltinguages

There are hundreds of BPO suppliers worldwide, and this is a $262 billion-dollar-a-year industry.
However, the quality of these services varies greatly, so the decision to outsource must be
intentional and strategic.

Your BPO strategy should include these critical success factors:

O O O O

DEFINE SELECT IMPLEMENT MANAGE
BPO/Outsourcing the BPO that's the right meticulously including with a best practice Vendor
Strategy, including fit from a culture, size,  planning, change Management Organization
requirements, management, and management, training, (VMO) to ensure ongoing,
objectives, and risks. location perspective. go-live, and stabilization.  long-term success.
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We've worked closely with hundreds of clients to help them with their outsourcing for their
contact centers, including operations management, workforce management, training, quality
assurance, and more. Working with our team, you benefit from decades of experience and our
knowledge of most BPOs in the market today.

in operating costs and 010% sa\hngs in new
employee training expenses by outsourcing.

BRIDGEPOINTECX OUTSOURCING SERVICES
FOR ORGANIZATIONS OF ALL SIZES INCLUDE:

CERTIFIED BPO SUPPLIER RAPID BPO SUPPLIER

PROGRAM IDENTIFICATION

For BPO Suppliers desiring to be included in our For end customers looking to outsource fewer

roster of best practice providers. Requires than 50 seats to a BPO partner. This requires

completion of a rigorous certification effort two to three weeks from kick-off to selection

completed by our team. and multiple sessions with the client to
complete.

EXISTING BPO SUPPLIER END-TO-END BPO STRATEGY

IDENTIFICATION OR ASSESSMENT DEVELOPMENT

For end customers with a BPO supporting their Whether you're new to BPO or already in place,

business and are focused on improving and/or we'll work with you to develop a full BPO

optimizing performance, cost and more. We'll strategy, including recommended suppliers,

assess if you're receiving the services and seats, locations, costs, and other key items.

quality needed.

VENDOR MANAGEMENT VMO MANAGED SERVICES
OFFICE(VMO) OPTIMIZATION

Provides all VMO functions as an experienced
third-party support function to improve

For existing BPO programs that want to e )
performance, reduce cost and mitigate risk.

enhance performance by improving their
internal VMO function. This includes maturity
model evaluation and an improvement
roadmap.
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READY TO EXPLORE THE
BENEFITS OF BPO?

Contact our BridgepointeCX team today to learn more and get
started on your strategic outsourcing journey. Our experienced
team will work with you to develop a customized outsourcing
strategy that aligns with your business goals and delivers

tangible results.

Now is the time to leverage the significant
opportunities that BPO can offer.

@ BRIDGEPOINTECX
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