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 gLoBaL tides  
 are turning 

dear reader,
Welcome to the inaugural national 
outsourcing association’s outsourcing 
yearbook. in these pages, you will 
find some shining examples of best 
practice in the outsourcing sector, 
with case studies demonstrating 
excellence; views from industry 
experts; companies to watch over the 
upcoming year; reviews of vertical 
sectors including financial services, 
retail and pharmaceutical outsourcing; 
and a look ahead at what to expect in 
the sector over the next 12 months. the 
outsourcing yearbook also features 
offshoring locations to watch, events 
listings for the rest of the calendar year, 

 Martyn hart  
 noa chairMan 

and a directory of noa members. i 
hope you will find it a useful, informative 
and most importantly, interesting read. 

the past decade has offered up 
its challenges for the outsourcing 
sector, with the expected uptake in 
outsourcing as companies rushed 
to cut costs, failing to materialise as 
anticipated; the industry seemed 
instead to take the opposite route by 
delaying new partnerships. in 2009, 
we saw a focus on the renegotiation 
of existing deals, where end users 
looked to cut upfront expenditure 
and extend existing deals when 
possible. for a more in-depth view 
of the past year, take a look at 
Jessica twentyman’s review of the 
outsourcing annum. 

during the last 12 months however, 
the noa responded to the industry’s 
challenges with gusto, thanks to 
the launch of steering committees 
focusing on key issues. greensourcing, 
talent management and public sector 
outsourcing all made the agenda as 
groups dedicated to addressing the 
important issues in these areas began 
to develop guidance for members and 
the wider sector. best practice guides 
covering the issues discussed in these 
committee meetings are included in 
the yearbook and we trust you will 
find them helpful in gauging what 
arose during these ground-breaking 
sessions. 

so, what lies ahead for the sector 
in the next year – and beyond? 
perhaps we will have a battle between 
public and private sectors on our 
hands for new outsourcing contracts. 
in the private sector, organisations 
continue to outsource in a bid to 
seize growth opportunities and re-
skill with minimal risk. Meanwhile, 
we are seeing what the noa has 
described as a ‘public sector 
recession’ wreaking havoc on those in 
charge of public service delivery. for 
more predictions about what this year 
could have in store, see noa board 
member Mark Kobayashi-hillary’s 
strategy for 2010 piece.

and for us here at the noa, this 
year looks set to be a busy one, full of 
outsourcing events, many of which are 
listed in our events guide. important 
ones to look out for are our public 
sector transformation event in april, 
our first eta summit in June, our 
yearly offshoring day in september 
and the noa awards ceremony in 
october. in addition, the noa will be 
conducting important research around 
our central themes for 2010, including 
the importance of green in the supply 
chain; the public sector’s movement 
towards outsourcing and the impact of 
virtualisation on sourcing. 

here’s to a fantastic new decade, 
full of success in your sector. We hope 
you enjoy the outsourcing yearbook. 

This yearbook has been produced  
in association with the NOA
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 the sourcing 
 revieW

review

“help us to do more with less, but help us to do it at a 
price that won’t ruffle boardroom feathers.” that’s the 
challenge that organisations worldwide issued to their 
outsourcing providers in 2009.  

back in May, it market analyst company gartner 
predicted that almost 60 per cent of organisations in 
Western europe would outsource more it and business 
processes in 2009, while renegotiation of existing contracts 
was forecast to rise to more than 60 per cent. but the 
survey also showed that this rising demand would play out 
against a backdrop of economic constraint, with more than 
two-thirds of respondents (70 per cent) citing budget and 
cost containment as their top concern in 2009, up from 17.5 
per cent in 2008. that led gartner’s analysts to estimate 
that outsourcing prices would decline between five per 
cent and 20 per cent over the course of the year.  

so has the outsourcing industry stepped forwards 
to meet customer demands? the signs from the uK are 
positive at least, with business advisory firm equaterra 
recently revealing that levels of customer satisfaction with 
outsourcing have never been higher: “given the strong 

emphasis on cost-cutting this year, the ability of service 
providers to deliver high quality, innovative and flexible 
services at a lower cost is a positive sign for the outsourcing 
market and its ongoing growth,” commented Lee ayling, 
managing director of the it advisory group at equaterra. 

Worldwide 2009 revenue figures from outsourcing are 
still some way off – most analyst companies won’t release 
those until well into the first or even second quarters of 
2010. but regardless of what they reveal, 2009 was still a 
busy year for the outsourcing industry. 

it was certainly a year in which providers were forced to 
‘play nicely’ with their competitors, as multisourcing tactics 
took precedence over ‘megadeals’ awarded to a single 
provider. perhaps the best example from the year was bp’s 
five-year, $1.5bn deal with indian major tata consultancy 
services (tcs), infosys technologies and Wipro, along with 
global it giants ibM and accenture. that deal still had the 
effect of reducing the number of outsourcing suppliers to 
bp from over 40 to five.  

it was also the year that many providers started to 
grapple with the notion of cloud computing – and the 

The past year has seen outsourcing suppliers expected to 
provide even more, for even less, argues Jessica Twentyman
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generally stayed away from big M&a action, although many 
are predicting that 2010 may see an end to these doldrums. 
there were a few exceptions, of course: among them, 
Xerox’s $6.4bn purchase of acs and dell’s acquisition of 
perot systems (both announced in september).  

that said, developing operations in new – and often 
offshore – locations remained a key priority for the 
industry in 2009. XMg global, a canada-based market 
research company, recently calculated the 2009 market 
shares of the three top offshore countries, namely india, 
china and the philippines. india and china remain at 

the top of the list, 
grabbing 44.8 per 
cent and 25.9 per cent 
of available offshored 
work respectively. 
the philippines, 
meanwhile, took 
6.9 per cent of total 
offshore revenue. the 
report also points 
out that the rising 
attractiveness of other 
offshoring locations 
(in particular, south 
africa, egypt and 

Mexico) and the continuing agility and commitment of 
the chinese and vietnamese governments.

across the board, customers will continue to urge 
their outsourcing providers to provide “more for less” 
in 2010. providers that offer more mature service 
levels, more innovative technologies, more acceptance 
of responsibility (and risk) in shorter turnaround times 
and at a lower cost, will be best positioned to meet 
their demands. 

impact it may have on their future business models 
and strategies. in august, infosys chief executive Kris 
gopalakrishnan told the financial times that the slowdown 
was forcing outsourcing companies, including his own, to 
look at cloud computing seriously: “it is a change that is 
happening, and if we are not adapting to that change, we 
may get caught out,” he says. conversely, the cloud could 
also present a big opportunity for the outsourcing industry 
to tap into a much wider market for its services, particularly 
among small and medium-sized businesses.  

“the winners in this game will be those providers who can 
articulate exactly what cloud means and how companies can 
start evaluating cloud-based delivery models,” writes former 
aMr research analyst phil fersht, now a cognizant executive 
in a recent blog posting. “cloud will become closely 
intertwined with outsourcing,” he predicts. 

for that reason, many service providers began work on 
their cloud strategies in 2009. one of the first to articulate 
their’s was Wipro. in september, the company announced 
a hosting service, w-saas, for software companies looking 
to offer their products under the software-as-a-service 
(saas) model. 

if future prospects for the outsourcing industry’s 
relationship with cloud still remain unclear, the same cannot 
be said of its passion for all things green. black book’s 2009 
green outsourcing survey showed that competitive indian 
outsourcing companies are scrambling to move beyond 
viewing sustainability demands as a necessary cost of doing 
business and are instead implementing ‘innovative and 
tangible’ environmentally friendly alternatives. Major us and 
indian outsourcers are also adding new revenue streams 
through sustainability options, the research noted. 

however, there will be a good deal of market education 
for them to undertake. When black book questioned 
large american corporations, it found that 62 per cent 
have established detailed green it data centre strategies, 
including outsourcing vendor expectations. at the same time, 
88 per cent are not entirely sure what constitutes “achieving 
true sustainability”.  

one area that was distinctly quieter in 2009 was mergers 
and acquistions (M&a) activity. in 2009, it seems, the 
outsourcing sector was more focused on driving business 
on a day-to-day basis than on big-ticket M&a. the biggest 
news was arguably tech Mahindra’s takeover of disgraced 
it firm satyam in april, but despite its impact, the value 
of outsourcing M&a deals in the first half of 2009 capped 
at £616m, compared to $1.3bn in the corresponding 2008 
period, according to figures from financial advisory firm 
grant thornton. throughout the year, it and bpo firms 

Jessica twentyMan is the editor-at-
large of sourcingfocus.com, providing expert 
insight on the outsourcing industry. She 
is an experienced journalist with a 13-year 
track record as both a writer and editor for 
some of the UK’s major business and trade 
titles, including the Financial Times, Sunday 
Telegraph, Director, Computer Weekly and 
Personnel Today. 

if future prospects 
for the outsourcing 
industry’s relationship 
with cloud still 
remain unclear, the 
same cannot be 
said of its passion 
for all things green.
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Outsourcing consultants, technology experts 
and end-users share their thoughts on the highs 
and lows of the sector in 2009 and speculate on 
what 2010 might bring

 those in  
 the KnoW

MaLcoLM swaLLow, PrinciPaL 
consuLtant at outsourcing 
advisory firM equaterra 

heather rodgers, centrica

casualties of the economic chaos, it also 
acted as a catalyst for the adoption of 
new, more efficient and more innovative 
outsourcing business models. 

early 2009 was defined by a 
state of organisational paralysis, 
as management was reluctant to 
respond to conditions in the wider 
economy – it was a time when making 
a bad decision was considered riskier 
than making no decision. as the year 
progressed and market conditions 
became clearer, strategies were 
formulated and companies gained the 
confidence to act. 

Many firms were focused on cost-
cutting and delivering the maximum 
value from assets. equally important 
was the need to create the necessary 

the last couple of years have 
created, leading to a greater 
degree of transparency in the 
sector. those that took this need for 
transparency on board moved ahead 
of the competition. Much of this 
increased visibility was supported 
by organisations such as the noa 
offering more information on the 
sector and giving ongoing examples 
of best practice for the sector. 

an issue last year which still 
requires focus and attention, is that of 
improving the level of maturity of those 
in middle management, particularly 
those who are leading outsourced 
projects happening offshore. no 
end-user wants to be used as a training 

Malcolm explains why 2009 was 
a year of tough challenges – with 
ultimately satisfying results:

Last year was one which many would 
like to forget, in business terms at least 
– but it’s nevertheless one that’s sure 
to be remembered. While there were 

heather gives her views from the  
end-user perspective and explains why 
openness is key to winning business:

partners and companies have 
had to work together much more 
closely throughout the challenges 

flexibility to adapt to potential periods of 
growth or contraction. as many business 
objectives as possible were supported 
by sourcing – from outsourcing of shared 
service centres to global sourcing.  

for outsourcing service providers, 
challenges in 2009 included managing 
consolidation at firms including tech 
Mahindra, satyam, dell, perot, acs and 
Xerox – a trend yet to run its course.

despite the many challenges the year 
provided, and the difficult economic 
climate, recent findings from equaterra’s 
research show that service providers 
rose to the challenges set by their 
clients in 2009 as they tried to adapt to 
new market conditions, delivering cost 
effective, high quality, innovative and 
flexible services.

ground for inexperienced managers in 
different parts of the world. 

this year, it will be interesting 
to see which countries emerge as 
opportunities for outsourcing as 
multi-country sourcing is being 
considered as part of risk mitigation 
practices. the industry also needs 
to bear in mind that new types of 
sourcing are likely to crop. When 
partnerships reach the end of 
contracts, there are other options 
apart from renewal – for example, 
switching to a new partner or deciding 
to insource operations back in-house. 
it is these exciting challenges which 
keep us continuously learning from 
each others’ experiences.
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greg hyttenrauch,     
chief executive officer of 
caPgeMini uK outsourcing

duncan aitchison, 
eMea Partner and 
President at sourcing 
consuLtancy firM tPi 

news for many. however, our clients 
view outsourcing – correctly – as a 
means to continuously lower the cost 
of it operations while still getting 
the job done, so i am optimistic that 
2010 will be, another excellent year for 
outsourcing.

to succeed in giving clients the rapid 
and substantial cost-savings they seek 
– not just in it but across their business, 
and without detriment to quality or 
service – outsourcers must step up 
their game. What worked in 2005 won’t 
work today, and that goes for existing 
contracts as well as new ones. 

a proactive attitude to innovation 
and a refusal to rest on one’s laurels, 
are also of the essence.

however, we expect to see an increase 
in the total value of contracts signed in 
this market into 2010. 

the earlier slowdown of activity 
was driven by a lack of corporate 
decision making, as companies 
struggled to cope with the impact of 
the global recession. With signs of 
confidence returning to the market, 
the larger businesses who are the 
primary drivers of the outsourcing 
market, appear to be willing to make 
more tactical, long-term decisions 
about their sourcing strategies. 

the majority of larger scale 
interest is still in the ito arena, 
particularly around infrastructure. 
We are also seeing a renewed 

greg thinks it’s time to step up the 
game to stay ahead of the pack:

in outsourcing, cost remains king, 
and i predict no let-up in 2010 in the 
fight for cost-savings across both 
private and public sectors. this is bad 

duncan gives his views on the past 
year with a focus on countries set to 
remain outsourcing leaders in 2010:

 Last year we saw relatively slow 
large-scale outsourcing activity, (those 
contracts valued at €20m or more); 

cost is key. however, 2009 marked the 
arrival of sustainability as a ‘must-have’ 
not a ‘nice-to-have’. our new seven-year 
contract with the environment agency 
put sustainability at its heart, and was 
hailed as the greenest in government. i 
see it as a market-changing deal – one 
that sets a new pattern for outsourcing 
contracts across the economy as 
organisations move to satisfy customers, 
employees, investors and public opinion.

2010 will be an interesting year for 
us all, with winners and losers among 
the vendors. but the great majority of 
clients will be winners as competition, 
technology and globalisation conspire 
to offer them ever better service and 
ever keener deals.

interest emerging from the financial 
services industry, particularly 
banking. historically, this area has 
regularly been one of the biggest 
spenders on outsourcing and its 
decline in activity in the last 18-24 
months has had a significant impact 
on the overall market. 

geographically, we have already 
seen some recovery of demand in 
north america, a useful lead indicator 
for europe. Market chatter also 
suggests that alongside the nordics, 
which has been one of the more 
resilient regional markets through 
the last year, there is now momentum 
returning to the much larger german 
and uK markets.
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ian Marson, senior Manager 
at gLoBaL consuLtancy a.t. 
Kearney

neiL anderson, 
Managing director of 
technicaL outsourcing 
coMPany qcoM

got fully in on the act. achieving cost 
benefits, unsurprisingly, was still the 
key rationale for most clients seeking 
deals, but outsourcing became a way 
of reducing distractions at a time 
when all markets were undergoing 
major turbulence.

this drive for increased focus 
stood out as a factor, especially for 
those in historically lower-margin 
or highly regulated sectors such as 
manufacturing, agribusiness and utilities. 
More rapidly scalable and cost-effective 
platforms that outsourcers are offering, 
provide a major competitive advantage.

one clear finding that shone 
through this year was the difference 
in approach between clients in the us 
and in europe – our us clients were 

growing realisation that forming close 
working partnerships with relevant 
specialists can help facilitate business 
development while also maintaining a 
flexible framework. the reality, within 
the current economic conditions, and 
with the emergence of generation 
y into the marketplace, uK business 
strategies need to be more agile then 
ever before. 

organisations also need to be alert 
to sector trends and the expectations 
prevalent within the environment 
they operate in. it is imperative that 
they learn how to adapt quickly to 
enable them to survive, which is 
where an embedded partnership with 
specialists can help. 

ian explains how the mid-market 
got in on the act last year, as BPo 
went mainstream:

after years of outsourcing being 
all about the fortune 500, in 2009 the 
huge middle market, including some 
normally highly conservative sectors, 

neil explains why borderless 
collaboration is the buzz-phrase to 
watch out for in 2010:

the recession has led to greater 
interest in outsourcing. this has 
been driven at least in part, by the 

predominantly seeking out bundled 
deals, with vendors fully managing 
combined bpo/ito, whereas in europe, 
clients wanted a best-of-breed vendor 
in each functional area, even if this 
significantly increased the complexity 
of vendor management.

for back office, india is still king, but 
china, Malaysia and the philippines are 
starting to offer a serious challenge, 
and the big vendors are increasingly 
extending their coverage in these 
geographies. in more niche areas, 
russia and ukraine, with their closer 
cultural and time zone proximities, 
offer more to the big Western markets 
than asian destinations. south africa 
is increasingly being included on the 
shortlist of sites for contact centres.

the relationship between outsourcer 
and end-user goes way beyond being 
placed in a ‘supplier box’ with clients, 
or white-labeling the outsourcer’s 
services. it is important to collaborate 
with clients when they are pitching for 
new business, helping to formulate 
strategy around areas such as customer 
service. it’s an approach i’ve called 
“borderless collaboration” between 
clients and their outsourcing partner 
and it’s one the industry should be 
developing further in 2010 and beyond.

to me, sharing strategies, results, 
and future direction is crucial if any 
outsourced relationship is to be 
lasting, and i believe it represents the 
future for our industry.
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suKhendu PaL, Managing 
Partner at centrix 
consuLting

aLan young, senior 
outsourcing advisor at 
Pa consuLting grouP

look for ways to come out of the worst 
recession in years. these companies 
think this move will help to develop 
more strategic relationships with a 
handful of vendors, reduce risks and 
manage costs better. but this is an 
illusion – companies who follow this 
path will find they are spending more 
and getting less from their handful of 
vendors in the future.

already hit by the global recession, 
small ito, bpo and Kpo vendors 
may become easy acquisition targets 
for the bigger ones. to survive, the 
obvious lesson for them will be to 
develop expertise in niche areas. india’s 
outsourcing vendors can defend and 
even expand their global market share, 
but only if they learn to innovate.

selection, apart from availability of 
language skills. cost pressures are 
more pronounced in the sector, due 
to high levels of commoditisation. 

in recent years, there has been a 
good proportion of transformational 
contracts based around performance 
improvement, but often these are 
effectively stranded – they don’t 
deliver what client organisations  
want. as a result, there are pressures 
to reduce overall call volumes.

nevertheless, the sector is 
continuing to grow, particularly in 
the following areas: the mid-market, 
where suppliers are offering simple, 
standard contracts for handling 
smaller volumes; specialist services, 

sukhendu argues companies must give 
up their obsession with low costs if 
they want to make outsourcing work:

Many large companies, such as bp, 
verizon, vodafone and chevron, are 
pruning their number of ito and bpo 
vendors in a bid to cut costs, as they 

alan discusses the year in contact 
centres and looks ahead at 2010 for 
the sector:

for contact centres, 2009 was a 
year of cost reduction, with price the 
most important factor in supplier 

to make outsourcing count, 
companies must give up their 
obsession with lowest-costs, which 
has proved counter-productive time 
and again. successful companies 
must be prepared to change from the 
traditional large suppliers. 

to get more from investments, 
companies must understand 
the types of partnerships they 
need from their ito/bpo/Kpo 
suppliers, decide which ones can 
offer those partnerships, and then 
act on building the right level of 
partnership. by avoiding value-
destroying behaviour, companies 
and their selected suppliers can 
build a foundation of trust which is 
fundamental to success.

particularly debt collection; 
and strategic additions to basic 
services offered by suppliers, such 
as customer analytics, although 
volumes are relatively low.

Looking ahead to this year, much 
will depend on economic conditions. 
in some cases, suppliers are buying 
work below cost, particularly offshore, 
and we could see bankruptcies as a 
result. others with healthier balance 
sheets, are acquiring centres from 
clients that need to free up cash, 
and may buy their competitors. in 
the medium term, we expect to see 
the return of more transformational 
activity that will unlock great value 
from customer service.
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while images of lions, the Masai 
Mara and tea and coffee exports 
spring to mind more readily, with 
its skilled workforce and advanced 
it infrastructure, Kenya is placing 
itself firmly on the outsourcing 
map, argues Morgan fitzsimons

Thanks to a rapidly developing 
infrastructure and an abundance 
of talent, 2010 could see Kenya 
materialise as a lion-hearted 
global player on par with the 
Asian Economic Tigers. 

Kenya’s population has grown 
rapidly to nearly 38 million, 
contributing to the economic boom 
the country has seen in recent years. 
And most recently, perhaps in part 
as a result of a conscious effort by 
the country’s government to focus 
on outsourcing as a way of creating 
jobs and generating wealth for local 
entrepreneurs and investors, the 
country has seen a Gross Domestic 
Product (GDP) growth of 2.8 per 
cent in 2003 to seven per cent per 
annum in 2007. 

There are many factors that 
have contributed to Kenya’s 
impressive rise in GDP but one of 
the most striking is its government’s 
realisation that drastic measures 
must be taken in order for Kenya to 
raise its economic position. Since 
1993, the country’s leadership has 
been keen to implement economic 
liberalisation and has instituted 
various reforms. This has led to 
better economic performance 
and an improved environment for 
conducting business.
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 focus on offshore destination: 
 Kenya

in the last few decades, the country has attempted to 
reduce dependence on traditional agricultural export 
commodities such as tea and coffee and made serious 
efforts to promote non-traditional exports such as 
horticultural crops, manufactured goods, and most 
recently, the export of bpo services. another key learning 
by the Kenyan government is not to underestimate the 
importance of outsourcing in a globalised business 
world. the integration of national economies into the 
international economy through trade, foreign direct 
investment, capital flows, migration, and the spread 
of technology, has been conducive to the growth of 
sourcing talent from destinations far and wide. for this 
reason, offshoring has become fundamental to Kenya’s 
participation in the global economy. furthermore the 
Kenyan government is in the process of building a 
high-tech park for accenture to work, in a move which is 
bound to attract major brands and companies.

the Kenyan information and communication technology 
(ict) board was established in 2007 with a key mandate 

to market the country as a global outsourcing destination. 
the board was founded in a bid to advise the government 
on all relevant matters pertaining to the development and 
promotion of ict industries in the country.

in particular, the Kenya ict strategy, collaboration and 
outsourcing framework, first launched by the president 
of Kenya in 2006, created the background for the country 
to focus on global business process outsourcing (bpo) as 
a way of creating jobs for young people and generating 
wealth for local and international investors. 

as part of the government’s initiative to focus on 
outsourcing as a way of raising the country’s economic 
status, in 2008 the government unveiled vision 2030, an 
economic development plan to establish several different 
economic zones in various parts of the country. the plan 
aims to produce annual economic growth rates of 10 per 
cent. outsourcing has been identified within the vision 
2030 as a key pillar and driver of social and economic 
improvement through job and wealth creation.

 governMent suPPort
it is clear that Kenya’s government has put a lot of 
emphasis on supporting outsourcing as a key component 
in increasing both social and economic mobility – but 
what does the country itself have to offer the outsourcing 
industry? the bpo industry in Kenya, though still in its 
infancy, is growing at a phenomenal rate. in 2006, the 
industry employed around 500 people. it has since grown 
to over 3,500 and is expected to increase exponentially 
within the next few years. to aid this explosion in activity, 
the government has invested heavily in fibre optic 
infrastructure, which has been operational since July 
2009. as a direct result, the cost of internet connectivity is 
significantly lower and of much higher quality.

the laying of fibre optic cable has proven momentous 
for Kenya’s business capabilities. the undersea fibre 
project is complemented by an ambitious programme to 
lay fibre optic cable throughout the country. the strategy 
is aimed at using ict to create wealth in rural Kenya, at 
the same time taking government services to the public 

© William Davies
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through egovernment. the broadband projects are 
expected to bring down bandwidth costs by an  
impressive 70 per cent. 

as a result of the success of the fibre optic cable, the bpo 
sector in Kenya is expanding rapidly with a large increase 
in the number of companies and seats. the large pools 
of affordable and high quality labour have been a major 
attraction to customers from both around the world and 
within Kenya, making it a regional ict hub of east africa. 

Kenya has solid economic, social and political 
foundations which make it appealing to foreign investors. 
the country is attracting both multi-national companies 
and non-governmental organisations to create national 
champions. this growth has been built on areas such 
as affordable, good quality labour; an attractive social 
environment; excellent connectivity with major world-
wide hub; and time zones that make it easy to work with 
europe and the usa (it is only two to three hours ahead of 
most european countries). furthermore, Kenya has a large 
labour pool of talented motivated university graduates 
with mild, anglicised accents.

to encourage further growth, the government is taking 
action to improve the outsourcing environment. specifically, 
the Kenyan public sector is committed to further improving 
areas such as the infrastructure required; the talent pool 
available; the local supplier base; and the incentives offered. 

 a country to invest in
as a result of the government’s dedication and 
infrastructure overhaul, 2009 has seen a significant inflow of 
foreign direct investment. google has recently established 
its sub-saharan headquarters in nairobi, fairmount has 
bought the Lonrho group of hotels, and stanbic has 
purchased financial services company cfc. in addition, 
there have been a number of successful partnerships 
including safaricom (partnered with vodafone) and Zain.

Kenya’s penetration of banking and insurance products 
rivals or outperforms rival destinations such as india, 
egypt and south africa. consequently, financial services 
firms headquartered in nairobi are expanding across the 

region. Kcb, for example, has become a leading regional 
bank, operating in Kenya and tanzania and expanding 
into uganda. the Jubilee insurance company, another 
example, operates in Kenya, tanzania and uganda.

one tangible example of the bpo and outsourcing 
industry in Kenya is Kencall, east africa’s first and largest 
international contact centre with clients in the usa, uK 
and east africa. Kencall’s facility in nairobi operates 24 
hours per day, seven days per week with its more than 
600 employees and can scale up to 1,500 seats. the 
contact centre company has built a successful enterprise 
based on Kenya’s labour pool. it has built successful client 
relationships in telecommunications, financial services, 
media and medical verticals and currently manages 
inbound customer service and outbound sales campaigns 
for international mobile phone providers and their affiliated 
companies. horizon is another contact centre that is 
offering excellent service. 

always a regional political and economic hub, Kenya is 
rapidly becoming a leader in the bpo and outsourcing fields. 
the country’s contributions to international peace processes 
have won accolades from the un and coMesa, while the 
ambitions of Kenyan firms are driving expansion well beyond 
their domestic market. those in the sourcing industry should 
definitely watch this space in 2010. it seems the bengal tiger is 
justified in fearing the rise of the african lion. 

 Kenya:  
 Key statistics

 
PoPuLation size: 39 MiLLion

governMent: seMi-PresidentiaL rePuBLic

caPitaL city: nairoBi

graduates Per annuM: 30,000 tertiary

Languages sPoKen:  swahiLi, engLish 

tiMe zone: gMt + 3 hours

sPeciaList outsourcing sector:  
contact centres, custoMer service, BPo



Further your career with the UK’s only 
university accredited outsourcing qualifications 

Chris Halward, Programmes Director, NOA Pathway, T: 0845 130 5500, E: contact@noapathway.co.uk 
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  HML chose the NOA Pathway to help us accredit our top  
 talent as outsourcing professionals. For us this was about  
 enhancing our ability in financial outsourcing.  
  Jen Mclean, Talent Specialist, HML 
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 innovation:  
 the Way forWard

feature

 what is innovation?
how do we define innovation in outsourcing? “innovation 
is the art of the possible,” said one attendee at the noa’s 
first innovation steering committee meeting. that’s clear. 
What the committee met to discuss however, was what 
specifically innovation means in the outsourcing space. 

according to the experts, innovation in outsourcing 
can be defined as the use of new ideas from supplier to 
client, or of existing ideas that are new to the specific client 

involved, so as to provide significant value to the end-user 
– and the end-user’s customers. this means that existing 
ideas or methods of adding value or providing better 
service can indeed be used, but they must be entirely new 
within that particular relationship. furthermore, we need to 
bear in mind that one person’s innovation can be another’s 
best practice; and that innovation is more than just the 
production of ideas – it produces real and tangible benefits 
to the organisation involved. 

In February 2010, the NOA held its first Innovation Steering Committee event, in 
a bid to uncover the importance of innovation in the outsourcing space, and to 
discuss how to promote this important area to the wider sourcing sector... 

i am delighted that alexander 
Mann solutions is sponsoring the 
innovation section of the noa 
yearbook. i believe that it is a 
company’s ability to innovate – to 
tap into the value creating ideas of 
its employees, partners, clients and 
other parties – that drives growth, 
performance and value.    

innovation has always been 
at the very heart of our own 
business, from when alexander 
Mann solutions was founded as 
the first recruitment processing 

outsourcing provider in europe 
back in 1996, through to the 
present day. since then our 
innovations in employer branding 
for clients (for internal and external 
communications), talentsource (to 
support succession planning), the 
reverse auctioning of it contractor 
work (helping to achieve the most 
competitive price for all) and work 
packages (helping clients to deal 
with costs) have helped develop 
our industry as a whole, while 
driving aMs to the forefront of it.

as outsourcing providers we have 
a responsibility to our clients to help 
them innovate themselves. in other 
words, innovation is how we drive 
growth. Whether it’s incremental- 
adapting something already tried 
elsewhere- or radical - involving 
completely new ideas- innovation is 
about continuously producing fresh 
ideas and having the courage to put 
them into practice.

 foreword:  
 aLeXander Mann

sPonsored By:
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We believe that for organisations to thrive they need to have an impressive 

network of ideas. This ensures they have strength in depth and the ability to 

keep growing in new and exciting ways. That’s why we’re constantly coming  

up with better ways of working, for both ourselves and our clients. 

For us, innovation is a big part of our culture – not just a buzz word. Since we 

were established in 1996, it has been the heart of everything we do and as a 

result, the evolution of existing services and the development of new solutions 

have made us the world’s leading Recruitment Process Outsourcing provider. 

And as you can see, today we offer so much more than RPO.

To see how we could make people the foundation of your success,  

visit www.alexandermannsolutions.com or call us on 020 7832 2700. 

Innovation. It’s at the core of everything we do.

1-00001287_Roots advert 250x210_v2.indd   1 16/2/10   16:15:45
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from an end-user perspective, any innovative ideas put 
forward must be specific to their particular needs. often 
until now, innovation has too often been a re-hash of 
ineffective, previously-used ideas that had been rejected 
by the client, rather than fresh ideas created for them. 
therefore in order to be more effective, both supplier and 
end-user must engage in the process of finding innovative 
methods, and both parties must be willing to take risks 
and invest in the outcome. full collaboration and joint 
responsibility from the start is key, as projects often need 
equal effort, attention and sometimes funding.

so in order to be effective, innovation in outsourcing 
must address a relevant need from the client, and take into 
account the culture of any particular organisation in order 
to ensure that a client – or indeed a supplier – is fully willing 
to take the risks needed to truly innovate. innovation needs 
to be in a company’s dna – not simply ‘revealed’ during a 
sales process.

 how iMPortant is innovation?
the need for innovation within the outsourcing sector has 
never been more important. one reason for this, says the 
committee, is thanks to the economic climate that the uK is 
finally beginning to emerge from – recession often means that 
long-term outsourcing deals, and finding a way to innovate 
that leads to cost-savings, is high on the agenda. innovation 
in financial areas then, is clearly of the utmost importance and 
has forced suppliers and end-users to get on the case.

there are already myriad examples of innovation working 
successfully in the outsourcing space and adding real value 
to contracts with end-users and their customers. sharing 
these examples to the wider industry could help to ensure 
its importance is truly realised in the outsourcing space. 

to truly make it work though, innovation needs a 
thorough framework in place within the contract from which 
ideas can be identified; it then needs a lifecycle to drive 
it through the length of the agreement. rather than just 
coming up with random, stand-alone ideas, suppliers must 
find ways to innovate at financial and contractual levels, too.   

 the Barriers to innovation
for all the encouraging ideas and examples that exist in 
the outsourcing sector on innovation and how to make it 
work, there is still a long way to go. often, agreeing on 

a strategy for innovative methods can be difficult in 
itself at the beginning of a partnership, and it is widely 
accepted by the industry experts that the definition 
of innovation and the ways it can be implemented in a 
specific company is not an area that everyone agrees on 
at the start of a relationship. 

the sector is coming up against challenges in fully 
driving innovation, and one of the biggest hurdles, from 
a supplier perspective, is the feeling of risk-aversion that 
often comes from end-users. clients often want to know 
when, where and how an outsourcing innovation has been 
tested before by the supplier and whether or not it worked 
– a mindset which only serves to quash innovation. 

to overcome this fear, end-users need to be prepared 
to take the plunge with innovations which may not 
necessarily be tried and tested; by their very nature, they 
involve taking a leap of faith and necessitate a level of 
trust in their relationship with the outsource supplier. to 
facilitate this process of mutual trust, it may be necessary 
to set the foundation for future innovations with some 
basic, manageable objectives for the end-user involved, 
leaving the riskier strategies until further into the 
sourcing partnership. they also need to be mindful that 
some ideas will fail along the way. 

 the future for innovation
the first noa innovation steering committee provided 
food for thought for future strategies in promoting 
innovation in outsourcing, and on areas that need 
attention if the sector is truly to learn to innovate and 
spread examples of best practice in innovation to the 
wider outsourcing arena. 

Measurement is one of these areas. at this stage, 
the outsourcing space is lacking a set of defined 
techniques for measuring the success of innovation 
strategies. shared ip could be one of these areas; cost-
measurements are another issue to examine in order 
to ascertain levels of success. another is the need to 
focus specifically on the issues of the customer, and to 
solve problems on an ongoing basis as and when they 
arise; the possibility of setting up dedicated innovation 
funds could also be looked at. establishing a dedicated 
innovation framework and model for innovation could be 
key to addressing some of these issues, and is an area 
the noa will look to focus on in the coming months.
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Recognised as clear forerunners in 
outsourcing practice, the financial services 
industry had a quiet 2009, with minimal 
new contract activity. If sources are to be 
believed, this is all set to change,  
says Kerry Hallard.

financial services organisations have largely been 
advocates of outsourcing. an autumn 2008 report by the 
Management consultancies association, based on a survey 
of members of the british bankers’ association, predicted 
the credit crunch would further drive outsourcing and 
offshoring in the sector, following the wake-up call 
served by the credit crunch. the recession, however, saw 
the majority of new activity across both ito and bpo 
considerably slow down, as organisations refocused on 
immediate priorities brought on by the credit crunch. 

after a very poor first half year in 2009, tpi stated 
the financial services industry in fact increased its total 
outsourcing contract value overall for the year, and 
nelsonhall expects the level of new business process 
outsourcing activity in the financial services sector to 
increase sharply during 2010, as organisations address their 
medium-term operational requirements. 

a number of key trends are emerging, depicting how 
the sector will embrace outsourcing moving forward. 
these include a new focus on the immediacy of benefits 
and a look at new processes such as Knowledge process 
outsourcing (Kpo) and finance and accounts outsourcing 

 BanKing on  
 outsourcing?

(fao) for further gain. Many will be reviewing their 
approach to captives and shared services, mindful of their 
own plans for targeting the emerging markets. regardless, 
any focus on outsourcing needs to incorporate the 
industry’s ever increasing compliance.

 Key trends
some believe the slow down in contracts awarded in 2009 
was due to the upfront costs and no quick savings, which 
have characterised many an outsourcing deal. 

peter Jolliffe, director of bpo services at banctec says: 
“going forward, we believe the financial community will 
regain its footing and invest more in long-term initiatives, 
including bpo. a key factor will be demonstrating a 
tighter business case for bpo, with banks looking for early 
payback periods—possibly within a year.” 

this view was mirrored by rick simmonds, partner 
and head of financial services practice at alsbridge: “as 
financial services institutions emerge from the recession, 
they have an increased focus on cost savings and as such a 
more efficient business model is needed. transformational 
outsourcing has not yet really happened as it requires 
changing the underlying systems.”

according to nelsonhall, banks need to reevaluate 
their shared service centre strategies. offshore captives, 
which often take a lot of time and expense to set up, have 
not always delivered as planned and onshore centres offer 
limited flexibility. nelsonhall cites that sales of centres will 
continue to be difficult, but third party managed centres 
with options to buy are likely to become increasingly the 
preferred exit strategy. 

steve briggs, head of strategic partnerships at the  
co-operative financial services suggests that banks tend 
to partner on a range of different levels: “they could 

sector anaLysis
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conceptually do shared services with other banks,” he 
argues. “to date we have not seen much of that, largely 
because banks remain cautious about how they work 
together, with the implications surrounding data security 
and confidentiality, but this is possible in the future.”

briggs believes we will see quite different trends 
including insourcing occurring at the same time across 
the sector. Whilst many will continue with their captive 
offshoring, he believes many players who have done 
first and second generation deals will revert back to 
another model at the time of renewal, as in the example 
of insourcing at barclays, as their outsourcing deals with 
accenture came to a natural close. this will be exacerbated 
by the vat issue, which will no doubt have an impact on 
the renewals of outsourcing deals, as efficiencies delivered 
through the outsourcing may well be driven out by the 
added vat. 

 reforM and reguLation
in addition to having to contend with the imposed vat 
regulation, the sector is facing further reform by the 
financial services authority (fsa). in its discussion paper, 
Mortgage Market review, concerning the responsibilities of 
third party administrators (tpas) the fsa cited concern that 
today’s more sophisticated tpa, conducting administering 
activities for a number of lenders, was more focused on 
meeting processing targets than on the fair treatment of 
consumers, specifically with regard to arrears recovery, and 
as such proposes to review its approach to tpas.

according to the noa, the changes proposed for tpas 
have potentially significant and industry wide implications 
which need to be fully understood by the fsa, otherwise 
unintended material consequences will occur. the noa has 
asked to sit at the fsa’s table to discuss this subject and we’ll 
follow how those discussions evolve into 2010 with interest.

Logic would state that fao would be a prime area for 
banks to outsource, but the financial services sector has 
been a laggard in this particular discipline of outsourcing, 
as they’ve opted to prioritise other administrative 
functions. national australia bank’s work with accenture 
and credit suisse’s fao deal with Wipro have now paved 
the way and many more deals are expected to follow.

despite false starts, it appears that outsourcing is now 
moving up the value chain, with more and more investment 
banks outsourcing their analytical work. banks and financial 
institutions are more amenable to companies that can 
bring intellectual capital to the party and there is now 
proof that this works and Kpo is taking off – players such as 
amba research are cited as ones to watch. services such 

as calculating net asset values, credit risk management 
and doing equity research for fund managers, will become 
more mainstream.

brokerage process outsourcing is also on the up 
to help brokerage businesses, investment banks and 
large conglomerate corporations to manage processes 
such as: trade execution and clearing services, investor 
communications and document management.

according to nelsonhall, we should expect to see 
additional emphasis on servicing native asian enterprises 
in their home markets (e.g. indian banks in india). this 
represents a significant shift in emphasis for offshore 
vendors who have been focused on the mature markets for 
the past ten years. 

insurers’ expansion plans for the emerging markets of 
india, china and Latin america were put on hold during 
2008 and 2009 as they struggled to stabilise core markets, 

conserve capital 
and reassess their 
strategies. in 2010, 
insurers are cautiously 
returning to these 
markets and using 
a bpo approach to 
minimise risk and 
upfront investment 
whilst maintaining 
operational flexibility.

Many thought 
global volatility would 
push the cause for 
outsourcing, as banks 
looked to reduce 
costs. this faltered 
in 2009 and was 
further held back as 
many organisations 
waited out the year 
for regulatory clarity 

before they acted. it appears that everything’s scheduled 
for take off in 2010. John Willmott, Managing director at 
nelsonhall explains: “We anticipate the sourcing logjam to 
finally break in 2010 and for banks to sign significant deals, 
especially in mortgage and loan processing and payments 
processing.”

banctec’s Jolliffe shares this optimism: “ultimately, we 
envision a more buoyant market for bpo in 2010, where 
the attractiveness of its long-term cost savings once 
again assumes a higher priority on the financial industry’s 
strategic agenda.”

Many thought 
global volatility 
would push 
the cause for 
outsourcing, as 
banks looked to 
reduce costs. this 
faltered in 2009 
and was further 
held back as many 
organisations waited 
out the year
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Mauritius is beginning to build 
a reputation for offering more 
than just an idyllic honeymooners’ 
holiday destination, as it emerges 
as a BPo destination to rival sri 
Lanka and the Philippines,  
says nicolette allen

It has long been considered an ideal 
getaway destination for those in 
search of a luxury holiday, but in 
fact, it seems Mauritius is capable of 
offering a lot more than that to those 
based in UK and other countries in 
the European continent. 

Situated off the coast of Africa, 
east of Madagascar, Mauritius has 
a population of 1.28 million people. 
Following a history of colonialism 
by the Dutch, French and then the 
British, the island finally developed a 
prosperous economy based on sugar 
production and exports under the 
French and achieved independence 
from the British in 1968.

Acting as a melting pot of some 
of the world’s oldest civilisations, 
including Europe, Africa, China 
and India, the country is a powerful 
example of peace and social unity in 
a thoroughly multi-cultural society. 
Mauritius is often described as a safe 
and peaceful place to live, and work. 
Furthermore, there is freedom of the 
press with the presence of dozens 
of daily and weekly publications 
throughout the country. 

Mauritius has maintained 
enduring political stability since 
its early days as an independent 
nation, with a government that is 
democratically elected every five 
years. Its Constitution is based on the 
Westminster Parliamentary model.
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 focus on offshore destination: 
 Mauritius

all of these factors are contributing to making the country 
an ever more attractive prospect for businesses looking 
to outsource abroad. to achieve this aim, the board of 
investment (boi), the official investment promotion agency 
of the government of Mauritius, was set up to spread the 
word about the island’s many assets. 

the boi maintains it has “put at the disposal of the 
international business community a personalised range of 
services to attract international investments and talents 
to the country”. to this end it has worked to develop 
partnerships with the private sector by improving the 
investment climate and encouraging innovation.

 current econoMic status
the Mauritian economy has registered a healthy gdp 
growth (in excess of five per cent, per year) in recent years. 
the composition of the gdp in Mauritius is gradually shifting 
from manufacturing and agriculture towards services: the 
services sector accounted for 61 per cent of the $4.4bn gdp 
of the country in 1997, but by 2008 its share had increased to 
70 per cent of the country’s $8.6bn gdp.

rising tourism revenue is a key driver of this 
increasing share of services, but in addition to the influx 
of holidaymakers, Mauritius has now managed to attract 
a total of more than 32,000 offshore entities, many 
aimed at commerce in india, south africa, and china. 
investment in the banking sector alone, for example, has 
reached over $1bn. 

furthermore, the services sector is gradually expanding  
outwards into areas including information and 
communications technology, financial services, hospitality 
and property development. offshore financial services as 
well as tourism, agriculture and manufacturing have been 
identified as future pillars of the economy. there is also a 
conscious effort by the government to grow the services 
economy with a focus on ict.

so, how wide has the offshoring sector already spread 
in the country? the Mauritian it/bpo industry currently 
employs around 12,000 people and has attracted a 
number of large global companies to its sand-covered 

shores. this industry has grown rapidly at a rate of up to 
45 per cent, per year. the country has identified it/bpo 
as a key pillar for its economic growth and is focusing on 
ambitious plans for growth in this sector. it is aiming to 
create a total of 29,000 jobs by 2011, according to a 2009 
everest group report, (‘Mauritius as an emerging Location 
for delivery of offshore services’).

furthermore, Mauritius has put in place several enabling 
initiatives to support the growth of the sector. these include 
setting up infrastructure parks, talent development initiatives, 
and investor-friendly business policies. the country is 
emerging as one of the lowest-cost offshore destinations 
in the it and bpo sectors, with telecommunications 
costs expected to reduce further thanks to the upcoming 
introduction of the country’s second fibre-optic cable. 

 size isn’t everything... 
it’s quality over quantity when it comes to Mauritian 
resources. While the island has a small labour pool of 
around 9,000 tertiary graduates annually, it also has access 
to alternative talent pools, including school leavers for 
example, that have proven highly effective for bpo in the 
past. furthermore, the wider talent pool increasingly tends 
to view it and bpo career paths as highly attractive in 
comparison to other sectors. 

perhaps most strikingly, Mauritius offers distinctive 
advantages in the quality of its resources’ bilingual skills 
in both french and english. the country therefore offers 
strong opportunities to serve french-speaking markets 
such as france, africa and parts of canada, across both 
voice and non-voice functions.

english, meanwhile is the language of instruction in 
schools and universities in Mauritius; it is also the country’s 
official language for conducting business. as a result, the 
quality of written english tends to be better than that of 
spoken. Written english skills can be widely leveraged for 
non-voice operations; there are however some challenges 
with spoken english skills, in certain areas.

given these overall multi-lingual strengths though, the 
boi has indicated that the talent pool in Mauritius would 
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be sufficient to accommodate four to six new companies 
per year, with a moderate scale of around 500 full-time 
employees. 

the country doesn’t just offer staff for business 
process outsourcing though; Mauritius also has a host of 
professionals, most of whom qualified from internationally 
recognised institutions and world-class professional bodies. 
these include chartered accountants, financial analysts, 
corporate lawyers, tax specialists, business consultants, it 
engineers, and architects to name a few. recently too, the 
government of Mauritius enacted legislation encouraging 
young foreign professionals to set up in the country.

 Location and infrastructure
a further string to Mauritius’ bow is its location, seeing 
as the country benefits from a convenient time zone 
that makes same-day transactions possible from the us, 
through europe and the Middle east, to australasia.

the country has several structural advantages, too. 
Mauritius is able to offer stability, investor-friendly 
policies, and a strong, stable infrastructure. it boasts a 
well-developed digital network infrastructure and high-
bandwidth international leased lines through its safe 
fiber-optic cable. some of its advanced services include 

the introduction of WiMaX and hsdpa technology and 3g 
mobile networks, and furthermore, its second fibre optic 
cable will connect Mauritius to france and the uK, amongst 
other destinations, in 2011, in a move which is expected to 
further bring down costs and increase availability.

Mauritius remains an ict conducive environment too, 
with the highest penetration of internet users in africa 
(estimated at 14.5 per cent for 2008 with a total of 185,000 
internet subscribers). following the growth of the telcoms 
sector, the number of connected lines in the country has 
grown to over 364,500 in 2008 from 65,000 in 1991 with 
a fixed line penetration of 28.7 per cent for the country’s 
population. e-banking and e-governance are prevalent. 

the words of one satisfied customer go a long way 
towards summing up the benefits this paradise island has 
to offer as an offshore destination. patrice despax, head 
of orange business services, says: “in less than a year and 
a half, orange business services has been able to reach a 
headcount of more than 200 to ensure technical support 
for our numerous international and french customers. 

“We have found it possible to support new and advanced 
technologies from Mauritius. We can develop high level 
skills and work in french and english, in an environment 
made more favourable with modern telecommunications 
facilities and infrastructure,” he concludes. 

 Mauritius:  
 Key statistics

 
PoPuLation size: 1.28 MiLLion

governMent: ParLiaMentary rePuBLic

caPitaL city: Port Louis

graduates Per annuM: 9,000 tertiary

Languages sPoKen: french, engLish

tiMe zone: gMt + 4 hours

sPeciaList outsourcing sector: it, BPo
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Outsource to Mauritius and benefit from
60-70% cost savings on operating costs•	
A globally attuned bilingual workforce•	
15% flat income and corporation tax rate•	
Free repatriation of profits•	
No capital gains tax•	
60% refund on training costs•	
A nurturing business environment,  •	
with companies set up within 3 days
An exquisite quality of life•	

Mauritius:  
think outsourcing

“one of  
the most  

 cost‑competitive  
  global offshoring  
   destinations ”  
 EvErEst rEpOrt 2009

www.investmauritius.com
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welcome to the outsourcing yearbook’s Best 
Practice guides. 

 
In 2009, the National Outsourcing Association officially launched 
three Steering Committees, formed of high profile members from 
relevant sectors – each with the aim of promoting best practice in 
these areas. 

The Public Sector Transformation Steering Committee, for 
example, sets out to focus directly on helping the public sector 
positively transform the way it delivers services to the public 
through different sourcing models. 

Meanwhile, the Green Steering Committee aims to formulate 
advice and ideas around reducing carbon footprints through the 
supply chain, in response to the continued growth of government 
and business-led green initiatives and the increasing importance 
of environmental considerations on the boardroom agenda.

The Talent Management Steering Committee sets out to raise 
the profile of outsourcing as a means of offering a worthwhile, 
fulfilling and professional career and to promote educational 
standards in the sector.

These groups and their meetings promote best practice by 
pooling individual experience, creating transformational guides, 
disseminating examples of success and generally helping to 
create the knowledge and environment to allow transformation 
to happen in each of these key areas. They have already, and will 
continue to gather together leading voices and practitioners; 
highlight best practice to the wider industry; formulate best 
practice advice and disseminate it to the outsourcing sector; and 
lobby important leaders to encourage change.

Members include high profile organisations such as Gartner, 
IBM, Logica, Fujitsu, Adec Group, Capgemini, the Department 
for Work and Pensions, and Nottinghamshire Police.

The Best Practice Guides included in this section cover the 
principal findings from each of these Committees’ meetings 
in the past year. They shed light on issues which are proving 
challenging to the outsourcing sector and offer an insight into 
the opinions of industry experts. 

Outsource to Mauritius and benefit from
60-70% cost savings on operating costs•	
A globally attuned bilingual workforce•	
15% flat income and corporation tax rate•	
Free repatriation of profits•	
No capital gains tax•	
60% refund on training costs•	
A nurturing business environment,  •	
with companies set up within 3 days
An exquisite quality of life•	

Mauritius:  
think outsourcing

“one of  
the most  

 cost‑competitive  
  global offshoring  
   destinations ”  
 EvErEst rEpOrt 2009

www.investmauritius.com
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outsourcing yearbooK 25

Best  
Practice  
guide: 
PuBLic 
sector

 tiMe for  
 transforMation

As what can be described as the ‘public sector 
recession’ encroaches, the sector needs to learn 
from the past and alter its tactics for success in 
the future, say the experts

a concrete proposal for best practice in public sector outsourcing 
and the changes needed to provide a higher standard of service 
in the area, are aspects that are still going through a process of 
determination. What’s clear though, is that this transformation  
must take place. 

“the lack of an already-existing best practice model is not a 
reason to shy away from outsourcing,” argues noa chairman Martyn 
hart. “the pressure is only going to increase and outsourcing will 
have a part to play in the public sector’s future.”

With this in mind, industry experts have united for the noa’s 
public sector steering committee, which aims to focus on helping 
the public sector positively transform the way it delivers services to 
the public, through different sourcing models. 

“the choice for those on the front line is: do i get involved now, 
learn how to make the changes needed and chase success? or, do i 
wait to be pushed into the inevitable confusion that inaction entails? 
it’s up to the industry to decide,” adds hart.

so what are the changes that must take place, and how will the 
industry go about making them?

 transforMation targets
the findings from the committee’s meeting was that, to truly transform 
the face of public sector outsourcing, targets need to be set not just 
to restructure but to change the entire existing operating model. 
alongside this, taking into account the psychology behind such dramatic 
transformation needs to be held up as an important part of the process. 

smart at work

When choosing a workforce, 
‘good’ is not good enough.
A well-educated workforce is good. A well-educated workforce that applies its smarts to your advantage – 
now that’s better. Much better. And that’s what you’ll find in Northern Ireland.

Our workforce has an industrious mindset that sets us apart. We never give up and we’re as driven to 
succeed as you are.

Learn why so many businesses find Northern Ireland a great base for a world of opportunities and why 
companies like Capita, Firstsource, HCL and Teleperformance are already here.

For more smart reasons to choose Northern Ireland, contact

Invest Northern Ireland 
London Team
T: 020 7222 0599
E: london@investni.com 
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people are clearly a huge part of the transformation 
process and any significant changes will need people from 
the supplier side to be transformational in nature within the 
governance structure of the public sector. 

furthermore, true change will require a better 
knowledge of the stakeholders involved in an outsourcing 
project, who they are and how it is possible to mature 
people’s thinking to put in place the governance structures 
that will enable future success. 

at the heart of everything, though, is getting those 
in charge to the point where they can take the steps 
necessary to transform.

 the chaLLenges
the transformation process for the public sector looks set 
to come up against its fair share of hurdles along the way, 
though. the importance of cost, for example, should not 
outweigh quality. budget cuts are likely to force those in 
the public sector to make rash decisions before they are 
ready, and there have been examples of public sector 
organisations re-engineering to remove cost rather than 
transforming – clearly a backwards step.

another challenge is to preserve and demonstrate good 
transformation practice and what the benefits are. those 
in the committee agreed they must be constructive about 
helping people balance the needs for short term savings 
against transformative activities. helping organisations 
to obtain a level of maturity and arrangement that allows 
space to work could also help.

the importance of structured planning cannot be over-
estimated in the course of making changes – without a 
plan to start with, it is difficult to even start incremental 
change. you need a plan to achive buy-in in the first place, 
and one of the biggest challenges in place is ensuring that 
all individual activities contribute to the overall goal.

however, it’s not always as easy as drawing up a plan for 
all to follow. for many organisations, the luxury of having 
a vision simply does not exist, as transformation is often 
foisted upon them. for this reason, it’s important to look 

at current relationships and how well they are working, 
whether they need to expand or whether they need 
changing completely.

 LooKing ahead – the Key to success 
here are the factors the steering committee identified as 
important for the growth and improvement of public sector 
outsourcing best practice:

realism is vital – don’t try and force suppliers into •	
arrangements outside what they are supposed to be doing
communicate – work out in broad terms what type •	
of organisation you are and communicate this to the 
marketplace, to ensure you bring together the right 
people and partners for the job
get into the community early – talk to the suppliers before •	
you get into the procurement process and do this early 
before any kind of ‘vision’ is put together. do it two or three 
times before getting into it. get the numbers down to two 
as soon as possible to remove complication
the dialogue process is not a competition but a co-design •	
process. this means everyone can understand the risks in 
the arrangement much more easily
create shared incentives for partners – public sector •	
should not get funny about suppliers getting an roi.

 Best Practice guide 
 pubLic sector outsourcing
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www.wilkinskennedy.com

To see how we can help, please contact David Cary   
on 01494 545 570

Outsourced services
Choose an accountant who’s in 
step with your needs

 toP tiPs froM the noa: 
Martyn hart, chairman of the noa, gives his 
thoughts on public sector outsourcing:

From our steering committee’s work with the 
public sector, it is clear that what ‘best practice’ 
and ‘transformation’ actually look like is still going 
through a process of determination. Here are some 
tips from the NOA on successful public sector 
outsourcing for the future:

Having a clear vision of goals – do not outsource •	
for the hell of it; understand where you want to 
be and why outsourcing can help.

Being realistic about what can be achieved – •	
outsourcing won’t solve everything in one fell 
swoop. Savings from outsourcing can take time 
to feed through so look first at maintaining and 
improving service.

Make sure you understand the benefits and •	
communicate them. Small steps, benefits flowing, 
often are better than Nirvana an eternity away.

Not seeking to outsource a problem – problems •	
cannot be outsourced easily, and you will pay 
for that. The outsourcer can work with the 
outsourcee and advisors to solve the problem, 
then work out how to outsource it.

Communicating early with outsourcing bodies; •	
advisors and prospective partners – advice and 
best practice is vital.

Seek to create a partnership – negotiation is not •	
a competition but a co-design process; there 
must be incentives for both sides to participate.
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Is carbon neutrality an unreachable aspiration or an 
achievable reality? The NOA steering committee 
met to investigate the green agenda in outsourcing

the noa green steering committee is formed of industry experts 
with specific sustainability and/or green experience, representing 
a variety of organisations including analyst firms, public sector 
organisations, suppliers and end users. the group met with the aim 
of exploring the green challenges facing the outsourcing community 
and to offer guidance to government officials as well as produce 
informative guides for the outsourcing sector.

the green agenda has rapidly increased in significance over the 
past few years. new legislation and hefty carbon reduction targets 
mean that all businesses are incorporating green strategies into their 
overall business plan. in the uK, the carbon reduction commitment 
(crc), currently being drafted by the department for energy and 
climate change, aims to target around 20,000 large public and 
private sector organisations for carbon reduction. 

the outsourcing industry is no stranger to the green agenda. Many 
large organisations within the industry have already implemented 
green policies. however, despite the growing legislation surrounding 
the issue of carbon emissions and climate change, businesses are 
finding it increasingly difficult to cut through the chaff and establish 
exactly what it is they need to do in order to implement an effective 
green strategy.

 does greensourcing Matter?
overwhelmingly, yes. however, this commitment to green issues is 
not only driven by an altruistic need to reduce carbon emissions; 
instead, green issues are high on the boardroom agenda thanks to 

 does green  
 Matter? 



outsourcing yearbooK30

three factors: cost savings; government enforcement and 
competitive advantage. the committee also agreed that 
the ease with which companies can show off their green 
credentials, especially above other aspects on the corporate 
social responsibility (csr) agenda, is another catalyst to 
implementing a green agenda.

this year’s green outsourcing survey found that among 
460 outsourcing technology operations leaders, 97 per cent 
felt that high energy costs were the driving factor behind 
implementing a green strategy. other motivations for carrying 
out green initiatives included public opinion, client demand 
and corporate viability. the green agenda can actually be 
led by cost savings, which of course makes it more attractive 
to implement. if a company is more efficient, it will enjoy a 
reduction in utility overheads and a reduction in waste. 

the maturity of carbon trading is also adding significant 
value to green initiatives. now, businesses are engaging in 
this ‘green currency’ far more than previously anticipated. 
escalating energy prices are also fuelling the green fire. 
the 2009 green outsourcing survey found that 84 per 
cent of respondents felt that outsourcing to control energy 
costs was a top priority.

by highlighting the cost savings that can be associated 
with green issues, businesses and public bodies alike can 
reinforce the importance of the agenda. as organisations 
across the globe have to deal with a turbulent economy 
and ever nearing carbon reduction directives, cost, as in 
much of the outsourcing community, is indeed king.

 enforcing the agenda
the growing legislation surrounding climate change and 
in turn, carbon reduction will affect everybody, regardless 
of whether a company is a supplier or end-user. the 
enforcement of carbon reduction directives will have an 
impact on the outsourcing market, ultimately determining 
just how important the green agenda is.

the uK government is committed to reducing co2 
emissions by 80 per cent and all government departments 
and agencies have specific targets that not only focus on 
ict but also recycling, waste and water consumption. as 
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time goes by, the number of regulations won’t reduce – 
organisations will only face more regulatory compliance. 
if voluntary targets are not met, then sanctions, penalties 
and enforcement will only get tougher.

ict vendors, manufacturers and service providers are 
looking to the green agenda to give them the competitive 
advantage. developing green initiatives and implementing 
the strategies means that businesses can prove exactly 
how green they are. however, the green agenda is not 
something that organisations can simply pay lip-service to. 
frequently, rfps are seeking green credentials within the 
selection criteria. this is especially true for public sector 
contracts, where green is now part of the standard criteria.

the procurement process for any organisation looking 
to outsource will almost certainly consist of some element 
of green. businesses will be looking to maximize the 
service provided by the suppliers and that includes 
enhancing the overall green strategy of the end-user. 
organisations not taking the green agenda seriously will 
find themselves very quickly ignored at the procurement 
stage. not having green credentials could mean you are 
not even considered for the business.

 what exactLy is carBon neutraL?
there is no set definition of what carbon neutral means. 
organisations have a huge amount of directives to wade 
through when investigating what needs to be done 
within the green agenda. however, these directives can 
sometimes be conflicting and lacking any real definition. 
defra is still yet to agree on a carbon neutral definition or 
offer a clear set of checkpoints for businesses to follow. 

there is plenty of legislation due to come into effect that 
looks to impose tough penalties on organisations that fail 
to meet certain criteria. however, there is no legislation that 
addresses the issue as a whole and until this is explored, 
green initiatives will not be as effective as they could be.

there are a vast amount of green ticks of approval 
offered by various ngos, consultancies, analysts and 
seemingly irrelevant firms. essentially, this means that any 
organisation, from sMes to giant corporate firms, can pay 
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a certain amount of money, undergo an unaccredited audit 
process and emerge with a mark of approval. this mark can 
then be exhibited to clients and the public without any real 
process having been undertaken.

the ultimate green tick would allow organisations to 
conduct business with vendors, safe in the knowledge that 
they have met international regulations. suppliers would 
also be able to tender for projects knowing that they have 
met the minimum green requirements established by the 
international community. this would create a safer and 
greener market for organisations to engage in, as any 
business that did not have this standard approval, would 
not be able to tender for work that demanded it as part of 
the selection criteria. creating this environment is the aim 
of the noa committee.

 unifying MeasureMents
the measurement of an organisation’s carbon emissions 
and green initiatives also needs to be examined in depth. 
how far should an organisation’s carbon emissions be 
audited in order to get an idea of how carbon neutral  
they are?

Many organisations claiming to be carbon neutral are 
only taking into account their internal processes with few 
looking at their outside suppliers. it is therefore necessary 
to explore an organisation’s supply chain in greater depth.

end-users frequently turn to suppliers to improve their 
green initiatives, especially when outsourcing data centres. 
this is a legitimate form of improving carbon emissions, 
with many suppliers providing greener technology as part 
of their standard service offering. 

however, steps need to be taken to help suppliers offer 
this service rather than penalise them for taking on more 
emissions. regulatory bodies currently only measure the 
overall carbon emissions a supplier has. this means that a 
supplier taking on a client’s data centre will inevitably have 
increased carbon emissions.

the supplier would then either need to engage in an 
offsetting arrangement, which may take money away from 
new technology investment, or face possible penalties. 

by acknowledging the green improvements made to an 
outsourced process when auditing carbon emissions, 
suppliers will be better placed to improve technology, 
decrease carbon emissions and contribute further to the 
green agenda.

the green agenda is more important than ever. cost 
saving, legislation and competitive advantage are all 
fuelling the need to implement a robust green initiative. 
however, there is still a significant lack of understanding 
when evaluating an organisation’s green strategy.

 LooKing ahead
a lack of definition coupled with confusing and sometimes 
conflicting guidelines has meant that organisations have 
over-hyped their green initiatives with unaccredited stamps 
of approval, aggressive marketing campaigns and ineffective 
carbon offsetting. clearly, there needs to be a definitive 
green standard that all organisations can engage with. 

this green standard will need to be internationally 
regulated and approved so that there can be a level playing 
field within the global market. such a uniform standard will 
reduce the amount of scrutiny needed to establish whether 
or not a company is green. the outsourcing community will 
certainly benefit from a greater understanding of exactly 
which suppliers conform to green standards. 



www.mattburtonassociates.co.ukTelephone 0845 459 9800

Matt Burton Associates provides bespoke 

RPO solutions through cutting edge 

campaign management techniques that 

incorporate both on and off site support to 

our clients. Our flexible and innovative RPO 

propositon has helped create huge cost 

savings to a number of iconic brands in the 

UK, and whilst still fairly new, it is already 

partnering some of the UK’s biggest names. 

The service is built on two core elements; 

cost and delivery. We have thrown out the 

traditional pricing manual and developed a 

model which is more reflective of the value 

of the process and the service than the usual 

% per head placement fees or expensive 

monthly “retainers”. At MBA we are driven 

by providing you with uncompromising 

quality but at realistic prices.

•  OCC Planning

•  Candidate Attraction

•  Response Management

•  Pre-Screening

•  Selection & Assessment

•  Offer Management

•  Referencing

•  On-Boarding

•  Talent Management

•  MBActive Testing

The reason our partnership with MBA has worked successfully for such a long time 
is due to their delivery focus, honesty and cost structure - an unusual combination 
for a recruitment company. We continue to look to MBA for many of our 
recruitment needs and the success of the last 3 months is unprecedented for our 
business. We strongly recommend them as a recruitment business partner.

Wendy Moore, Recruitment Manager         (an HSBC company).
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Holding on to talent and encouraging the highest 
possible standards of education and professionalism 
in the outsourcing sector will become more important 
as the UK emerges from recession, says the  
NOA’s Talent Management Steering Committee

the recession has had a serious impact on staff numbers in many sectors 
during the past year. even as the uK slowly starts to see economic 
progress in areas such as manufacturing and construction, employment 
levels are likely to take some time to pick up again. 

however, things are beginning to look up for the uK economy, and 
the question at the forefront of many employers’ agendas is what will 
happen to their staff once conditions improve and the nervousness 
about leaving a stable job in a profitable company to venture into the 
unknown, becomes less widespread. so, how are hr and recruitment 
process outsourcing providers managing this situation? Let’s take a 
look at the hr and talent management sector through the findings 
of the noa’s talent Management steering committee and a best 
practice case study. 

the noa’s committee was formed during the end of last year 
to discuss best practice in talent management, raise awareness of 
outsourcing as a worthwhile career option and promote training and 
educational standards in the industry. according to the committee 
employees in any sector are unwilling to move from their current 
positions in the present climate, because of perceived risks. this 
has meant that companies are struggling to find fresh talent and are 
instead focusing more closely on retaining the talent they already have 
– a problem that is not uncommon during times of economic hardship, 
the panel says.

“the challenge of attracting quality staff during these difficult 
times is not to be underestimated,” says yvonne Williams, noa 
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board member, talent Management steering committee 
member and Md of an executive resourcing company. 
“the lack of senior management understanding of this, the 
frustration of work-overload, and subsequent impact on 
morale for existing staff, are of particular concern.” 

 agency heLP?
but how much can recruitment consultancies lend a 
hand in the struggle to find new talent? according to the 
steering committee, agencies often tend to play the 
wrong role. they fail to look at the relationship and cultural 
fit of the client, and at who exactly they are hiring. a lack 
of understanding by recruiters of what exactly a company 
is trying to achieve in its hiring, is a problem all-too-often 
experienced by end-users, says the panel. 

according to Matt burton, Md of recruitment process 
outsourcing company Matt burton associates (Mba), the 
problem with recruitment agencies is that they don’t always 
have the same priorities as their clients: “essentially their 
role in contingent recruitment is about playing a numbers 
game,” he argues. “With agencies spending a large 
proportion of their time at present fighting each other for 
jobs, candidate matching becomes a speed-dating exercise. 
this doesn’t mean they won’t find the successful applicant, 
but it will be more through luck than judgment.”

furthermore, it is vital to the success of any recruitment 
exercise to get to the root of what the client wants and 
then to offer the best solution to source those individuals  
– and in a cost-effective way, he concludes. 

but how has the tough economic climate actually 
impacted companies on a practical level in the past year 
– and what poses the biggest threat in the future? the 
major concern for businesses is the threat of losing a great 
quantity of staff once the market picks up and concerns 
over making moves to fresh pastures are thrown into some 
relief. this means retention has to remain a number one 
priority for firms, with recruitment taking second place for 
the moment, says the steering committee. 

the recession has also resulted in many companies 
cutting their offshore presence and beginning to hire for 
uK operations – it has been noted that clients want a local 
physical presence because of recent instability and some 
have specifically asked for an onshore manager.

for large companies, mergers and acquisitions have 
presented wider challenges in terms of staff integration. 
When new staff are taken on board quickly, the integration 
process can be difficult to engineer smoothly, says a 
member of the noa’s talent Management committee. 
communication between departments and a willingness  
to be open is key to success. 

 oPPortunities during the crunch
Whilst there is a surplus of candidates on the market 
at present, this will inevitably decline as the economy 
recovers. With this in mind, now could be the time to build 
brand loyalty in the labour market, argues the panel. it is 
important to encourage clients to treat applications with a 
forward-thinking attitude, building loyalty.

“incentivising talent with bonuses, career tracking and 
professional development training to retain essential skills 
and continuity in the workplace may prove successful,” says 
yvonne Williams. Managing the talent pool was highlighted 
as an area for further discussion, and the panel noted that 
external training seems to mean far more to employees 
than internal, when it comes to motivation. 

 Best Practice guide 
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overall, the industry insiders deem it important to 
make the outsourcing industry attractive to people and 
not a sideline of working with the company. in the uK, it 
often seems we are not as good at self-promotion as the 
us and the rest of europe and we don’t make a career of 
networking or developing people’s own personas within 
the company. particularly in outsourcing, the uK is seen 
as a centre of excellence and yet, says the panel, we fail to 
promote our professionalism. as a nation, we could also 
improve our training in leadership skills which could help 

with self-promotion. noa pathways aims to make a major 
push in this direction in 2010

according to Matt burton, the key to the success of 
his company’s partners was pipeline management: “We 
hear reports regularly of candidates being ignored by 
recruitment agencies representing their clients (presumably 
because their application is surplus to requirements at that 
time), but this isn’t the way to approach it. 

“We encourage our clients to treat all applications 
with a forward thinking attitude,” he concludes.

Matt Burton associates (MBa) 
was founded in 2006 with the 
principles of transparency, 
integrity and delivery at its 
very core. the company is now 
one of the fastest growing 
consultancies in the field of 
flexible rPo solutions and talent 
management, with a vision to 
provide the most cost effective 
and delivery-focused resourcing 
strategy in the market. 

Marks and Spencer Money needed 
some help at its Chester-based 
head office call centre last year – 
and Matt Burton Associates was on 
hand to help.

The centre initially needed 
270 contact centre advisors to 
be recruited over a period of 
just six months. 

MBA took the task in its  
stride and set about working  
a solution, including:

Implementation of an off-site •	
team of three to work on  
the project
Creation of a coherent on-line •	
and off-line candidate strategy
Full candidate management •	
system put in place
Creation of screening assessment •	
programmes defined by M&S 
Money’s key drivers
Introduction of a weekly ‘keep  •	
in touch’ programme and  
weekly reporting

The following results speak for 
themselves, as over 270 hires were 
completed in six months, agency use 
was reduced to zero per cent for the 
campaign, 98 per cent of candidates 
that were offered and accepted 

a place started, and there was an 
attrition rate of just eight percent, 
against the anticipated 25 per cent.

“We have worked with MBA 
as a key recruitment partner at 
mid to senior level for some time, 
and more recently for volume call 
centre staff through their RPO 
business,” says M&S Money’s HR 
business partner Wendy Moore. 

“The reason our partnership with 
MBA has worked so successfully 
for such a long time is due to their 
delivery focus, honesty and cost 
structure, an unusual combination 
for a recruitment company. We 
strongly recommend them as a 
business partner.”
 
for futher information:
t: 0845 459 9800
www.mattburtonassociates.co.uk

 case study:  
 M&s Money and Matt burton associates
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with the civil war over, can sri 
Lanka be taken seriously as an 
emerging offshore destination? 
Kerry hallard travelled to 
colombo, to find out more.

Sri Lanka is quickly emerging 
as the destination of choice for 
the ITO and BPO market. In the 
last 12 months Sri Lanka has 
moved from 29th to 16th in A.T. 
Kearney’s Global Services Location 
Index (GSLI) 2009, ranking as an 
increasingly attractive offshoring 
destination. Colombo has been 
recognised as a global centre 
of excellence for Finance and 
Accounting, with Global Services 
Magazine ranking the city fifth in 
the world. 

Sri Lanka’s per capita income 
is at around $1,400, the highest in 
South Asia. Earnings from exports 
of ITO/BPO sectors have shown 
a steady upward trend over the 
last decade. Despite the global 
downturn, the Sri Lankan ITO/
BPO market has grown by 23 per 
cent and is primed to sky rocket 
following the end of the conflict. 

The vision of the ITO/BPO 
industry is to become the top 
revenue earner for the country 
within the next 10 years, and a 
medium term goal of achieving 
US$2bn in export revenue and 
direct employment to increase to 
100,000 within the next 5 years.
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 why sri LanKa?
Many factors influence sri Lanka’s popularity as an offshore 
location. government support for education in sri Lanka is 
very high, with 5.4 per cent of gdp being spent on primary 
education. sri Lanka has approximately 10,000 state 
schools, and the education system is based on old-style uK 
gcse “o” and “a” levels. the country has 23 universities 
with international degrees and agreements with other 
universities including Monash, curtin, staffordshire, 
Manchester and Metropolitan, producing 30,000 graduates 
per annum. sri Lanka boasts a 92 per cent literacy rate, the 
highest in south asia. 

as evidenced throughout colombo, english is the 
primary language of higher education and the commercial 
sector. all graduates are fluent in english and offer a 
neutral english accent.

sri Lanka offers a rapidly growing skilled workforce. the 
country’s 40,000 it/ites strong workforce is growing at a 
rate of 30 per cent per annum. sri Lanka produces 40,000 
ciMa or acca qualified accountants and 70 per cent of this 
pool is prepared for bpo work. as such, colombo has the 
largest pool of uK certified accountants outside of the uK. 
the country enjoys a low attrition rate compared to other 
offshore destinations, at 6.6 per cent.

sri Lanka is a highly cost-competitive destination and was 
ranked equal 4th in terms of financial attractiveness on a.t. 
Kearney’s global services Location index (gsLi) 2009. there 
is little wage appreciation, unlike many established global 
sourcing destinations, such as india. With salaries ranging 
from $60 to $1,500 per month, a recent World bank study 
revealed sri Lanka’s total cost per associate/worker can be as 
much as 30 per cent lower than other offshoring destinations. 

the sri Lankan government is one of the biggest catalysts 
for driving its outsourcing growth and has publicly shown its 
commitment by setting the target for ito and bpo being the 
country’s largest revenue earner by 2012. the government 
declared 2009 the year of english and information 
technology, with the goal of improving the knowledge of 
english and it in young adults and school children to ensure 
they have the necessary skills to meet future outsourcing 
industry demands. this focus continues throughout 2010.

the government also provides substantial cash grants 
for companies in the ito-bpo space to support business 
development such as training, consulting expertise, 
marketing, quality enhancements.

sri Lanka has an independent judiciary system and 
follows the british commercial Law principles and practices 
in its legal system, giving peace of mind to uK investors and 
outsourcers, as well as facilitating the set up of contracts. 
the country is a signatory to international treaties on 
intellectual property rights such as the berne convention 
and Wto/trips and adopted a comprehensive ip regime. 
sri Lanka also enacted an electronics transactions act, 
computer crimes act and is a signatory to the latest un 
e-contracting convention. a data protection code of 
practice is also under preparation and the country has a 
strong enforcement unit, which ensures that all regulations 
are fully adhered to.

 weLL-deveLoPed infrastructure
sri Lanka has eight telcom operators and is connected 
to the world with three international submarine cables 
providing ample redundancy. broadband, leased-line and 
satellite connectivity are widely available. 

 focus on offshore destination: 
 sri LanKa

© Markus Staas
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colombo has a well established road network with a 
quality supply of power, modern office facilities and a well 
developed set of support infrastructure services. an it park 
is currently being built over 17 acres of land at Katunayake, 
18 miles north of colombo and an additional 110 acres have 
been earmarked for it campuses at biyagama.

Many companies from the uK, and also europe and the 
us, have established relations with sri Lanka, whether working 
with a sri Lankan company in an outsourcing capacity or 
setting up their own operations in major sri Lankan cities. the 
country currently has around 300 western companies present, 
within the it-bpo market. some of these include: hsbc, 
aviva, Microsoft, Motorola, industrial & financial systems 
(ifs), amba research, rr donnelley, Quattro, virtusa, 
ecollege, valista and innodata isogen. in the past year alone, 
virtusa added over 200 it professionals and rr donnelley 
added 100. hsbc now has a team of over 1,600. 

 sri LanKan sPeciaLities
sri Lanka is recognised as a niche centre of excellence 
for finance and accounting outsourcing with the 
world’s second largest pool of uK qualified accounting 
professionals (second only to the uK). a survey in global 
services magazine ranked sri Lanka among the top 20 
centres of excellence for fao in the world. Leading global 
companies such as Wns, amba research, Quattro and 
hsbc have set up their fao centres in sri Lanka. 

the growing it-bpo industry in colombo offers a unique 
advantage for small and Medium enterprises (sMes) to 
enjoy premium access to sri Lanka’s tier one talent pool. sri 
Lanka has a number of joint ventures with smaller economies 
in ireland, within europe and scandinavia, with the typical 
company size of 50-150 employees. 75 per cent of the ito-
bpo companies in sri Lanka are sMes and 65 per cent of 
them are foreign direct investments. several european sMes 
have started r&d centres in the country.

the government’s focus on the development of it 
and the highly skilled workforce makes ito one of sri 
Lanka’s main areas of strength. in september 2009, the 
London stock exchange acquired Millennium information 

technology, a sri Lankan specialist trading firm in order 
to replace its existing accenture-run tradelect platform 
in favour of Millennium it’s software and cut millions of 
pounds of it and operational costs. additionally, airline 
system software for emirates, braathens and air arabia 
has been developed by sri Lankan company John Keells 
computer services and Motorola has one of its r&d 
centres in sri Lanka.

“sri Lanka is globally recognized as a niche centre 
of excellence for finance and accounting outsourcing 
with the world’s second largest pool of uK qualified 
accounting professionals second only to the uK,” says 
rumi contractor, group general manager, service delivery 
and ceo, hsbc global resourcing. “sri Lanka also has 
the advantage of being in a different time zone that gives 
it flexibility in working hours. in selecting sri Lanka, hsbc 
was satisfied that the country was able to meet its high 
operating and data protection standards.”

alastair sorbie, ceo/president, ifs adds: “the 
availability of top tier talent and the low cost of operations 
in sri Lanka made it a logical choice for our company. 
We started working in sri Lanka in 1997 recruiting just 26 
graduates in the first year, since then we have grown to 
635. sri Lanka offers us a great base to expand into asia.”

 focus on offshore destination: 
 sri LanKa

 sri LanKa:  
 Key statistics

 
PoPuLation size: 20 MiLLion

governMent: ParLiaMentary deMocracy 
with executive Presidency

caPitaL city: coLoMBo (econoMic caPitaL)

graduates Per annuM: 30,000

Languages sPoKen: taMiL, engLish, sinhaLa 

tiMe zone: gMt + 5 hours

sPeciaList outsourcing sector:  
it, BPo, r&d



outsourcing yearbooK40

As the recession hit retail chains across 
the UK, organisations that turned to 
outsourcing as a cost-cutting solution  
saw some encouraging results…

already, 2010 has withnessed London’s exclusive retailer 
selfridges take its first steps into the online retail sphere, 
through the pilot of new ecommerce site (set to send 
competitors net-a-porter and harrods into a spin).
in fact, the past two years has seen major changes in the 
retail space, with some chains disappearing from the 
high sreet altogether. pick ’n’ mix favourite Woolworths 
collapsed, as did music store Zavvi after its main supplier, 
entertainment uK – a Woolworth’s brand – fell in late 2008.

outsourcing it, customer service and other operations 
is one way that the retail sector can cut costs and remain 
competitive in the economy – a tactic that needs to be 

 seLLing  
 success

addressed, according to industry experts. a tpi report 
published last year indicated that outsourcing contracts 
in the retail market were up 40 per cent year-on-year, 
but average and total values of deals signed in the retail 
industry dropped to their lowest levels in five years.

Whilst many retailers outsource areas such as customer 
service and order processing, there has also been a rise 
in outsourcing e-commerce software development and 
website management in the height of cloud computing. 

daniel naoum, co-founder of outsourcing research 
provider valueshore, notes: “improving business efficiency 
and reducing costs has been high on the agenda for many 
retailers, meaning that outsourcing it and key business 
processes has proved popular,” he explains. 

“some of the world’s leading retailers are looking to 
emerging nearshore destinations, which offer a wealth of 
highly skilled staff without the hidden costs associated with 
outsourcing further afield.”

technology enablement is also starting to prove its 
worth in value. through outsourcing customer websites, 
companies can serve their customers fully online by 
providing them with assistance 24/seven. 

bianca slatter, retail marketing manager, at hp 
enterprise services, argues that, thanks to technologies 
such as cloud computing, the way retail companies can do 
business is changing at a rapid pace: “in this constantly 
changing landscape, the role of it is changing,too. but 
it must provide services that are an integral part of an 
organisation’s business model, and enable rapid change 
and flexible relationships with customers, suppliers and 
partners,” she explains. 

and with many global retailers including toyota, vera 
Wang, puma and Johnson and Johnson already outsourcing 
customer services, the trend looks set to take off. retail 
service outsourcing is steadily on the rise, and whilst daily 
news stories on new outsourcing contracts flood in, more 
and more organisations could soon get in on the act. 

two million consumers •	
dissatisfied with credit card 
customer service
a uswitch survey indicated 
two million uK customers are 
not 100 per cent satisfied with 
the services offered by their 
credit card provider.

Judging by what’s made the headlines over the past few months, outsourcing in the retail sector is on the up…
read aLL aBout it!

Bosch opens contact centre •	
in Philippines
bosch opened a new contact 
centre in Manila to expand 
the language capabilities of 
its customer services. the 
centre will initially take on  
200 employees.

qcom to provide network •	
support for Psion teklogix
Qcom was appointed to offer 
sales support to wireless 
device manufacturer psion 
teklogix in the uK in a three-
year outsourcing contract.

saBMiller outsources  •	
to infosys 
brewing giant sabMiller 
trialled infosys technologies’ 
shoppingtrip360 to  
evaluate and improve  
its in-store shopper  
marketing campaigns.

sector anaLysis
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As the representative voice of the 
outsourcing industry, the NOA has made 
it its mission in 2010, to improve the 
reputation of outsourcing as an industry and 
a profession. To measure the NOA’s success, 
we have commissioned Apollo Resesarch 
to monitor and measure the commentary 
pertaining to all aspects of outsourcing  
– the Outsourcing Reputation Index. 

the outsourcing industry is maturing rapidly and  as it does 
so it faces ever evolving issues. Much work has been done 
to change the perception of outsourcing and offshoring 
over recent years, though still too frequently outsourcing 
conjurs up negative connotations – especially in the minds 
of consumers.

apollo research analyses coverage of outsourcing in 
a large sample of uK media, including print, online news 
sites and blogs. every story is analysed to measure and 
examine the sub-themes of outsourcing, suppliers of 
outsourcing services, end users, destinations, types of 
outsourcing, the industry affected, and topics; at the same 
time, the research explores the reasons for outsourcing as 
well as the concerns surrounding outsourcing. Within this, 
the research assesses the favourability of the coverage for 
outsourcing in each area.

the results track the overall position of outsourcing within 
the media, whether the topic is growing in importance and 
how it is perceived; they also show where the strengths and 
weaknesses in the media’s perception lie.

the monthly results show the top-line figures. each quarter, 
the results will show what is happening over a longer period 
– thereby smoothing out short-term effects – and drill down 
deeper into coverage of outsourcing and what is driving it.

the results of the first monthly index for January 2010 
reveal  that coverage pertaining to outsourcing was 42 per 

cent positive, 42 per cent neutral and 16 per cent negative. 
the main subject-areas within coverage of outsourcing 
were forecasts for 2010, new contracts, the dispute 
between bskyb and hp/eds, and to a lesser extent the 
state of offshore destinations, most notably, india.

Media, bloggers, analysts, consultants and other 
observers generally talked up prospects for outsourcing 
over the next 12 months, contributing to the positive 
score. January always sees a higher than usual level of 
‘where are we at’ coverage. in addition, there was a steady 
stream of contract announcements which gave both the 
supplier and end-user the platform to discuss the reasons 
and benefits concerning outsourcing, as well as each 
contract win acting as an endorsement of outsourcing. 
for the most part, the media did not challenge the 
assumptions made by suppliers and end-users.

the most frequently cited reason for outsourcing was cost-
savings, echoing a tpi report. also prominent were efficiency 
and flexibility, which resonated against the background of the 
current economic conditions. the media were interested in 
outsourcing’s ability to improve a company’s agility and ability 
to scale up or down at a time of uncertainty.

negative coverage stemmed principally from the bskyb 
case. this was widely reported as significant in terms of 
future outsourcing contracts. it was also seen as a failure 
to deliver on what had been promised by the supplier. the 
decision by barclays to bring work back from accenture also 
dented the image of outsourcing’s ability to deliver results.

it is perhaps worth noting a distinction between 
media coverage of new contracts and contracts that 
have been in place for longer (and are beyond an initial 
honeymoon period).

offshoring was the most prominent sub-theme, with 
india the main destination discussed. this coverage 
related to india as a destination; however, Wipro, 
infosys and tata consultancy services also receive 
widespread coverage and are used as bellwethers for 
india and/or offshoring.

 outsourcing 
 rePutation 
 indeX
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 ones to 
 Watch 

inteLenet

aMBa research

become one of india’s biggest bpos 
and a significant global player. the 
company was founded in 2000 by tata 
consultancy services and hdfc bank, 
and is backed by the blackstone 
group, one of the largest private 
equity firms in the world.

in less than a decade, intelenet 
has grown from just 25 employees 
operating out of one facility in india, 
to its current position as one of the 
leading global suppliers of bpo 
services with more than 31,000 staff 
around the world. 

over the past few months, the 
company has continued its rapid 
expansion, which looks set to keep 
its momentum going for some time 
to come. in december 2009, the 

analytics support to the global capital 
markets industry.

With a client list of over 70 
companies, including top global asset 
managers and investment banks, 
the organisation has been helping 
clients with research tasks, including 
thematic and sector research, model 
building, coverage initiation, coverage 
maintenance, statistical analysis, and 
data gathering since its foundation  
in 2003. 

helped by its team of over 400 
analysts, sri Lanka-based amba is the 
largest pure-play investment research 
support provider, and furthermore, 
it’s the only firm run by experienced 

as a result of its rapid expansion and 
ambitious plans for growth, intelenet 
has moved from relative obscurity to 
become a centre-stage outsourcing 
contender:

intelenet has been working 
diligently behind the scenes to 

amba research’s focus on specialised 
knowledge process outsourcing is 
helping the firm make its mark this 
year and beyond, on a nascent sector:

amba research is paving the way in 
the still-emerging knowledge process 
outsourcing (Kpo) sector, by providing 
specialist investment research and 

company took over responsibility 
for handling 100% of the calls to 
national rail enquiries, the uK’s 
busiest phone line. and at the start 
of 2010 it also acquired firstinfo 
along with its two contact centres in 
plymouth and fort William

though the company derives 
more revenue from the uK than 
anywhere else, the acquisition 
marks its first delivery footprint 
in the country and promises big 
things. it has already outlined 
plans to increase its uK staff by 
up to 2,000 in the next year and a 
half and further acquisitions are 
in the pipeline. intelenet has most 
definitely earned its designation as 
one to watch in 2010.

Wall street research professionals. 
to date, the firm has helped its 

clients optimise their research budgets 
by aiming to better understand how 
research generates revenues and 
returns even in challenging conditions. 
and in february this year, the company 
announced it had been ranked 
amongst the top three investment 
research Kpo vendors in the annual 
black book of outsourcing survey for 
2009. amba emerged as the most 
preferred vendor in the financial 
services analytics and corporate 
finance categories. a sign of things 
to come this year for the research 
specialist, perhaps. 
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hML

oLswang

mortgage administration solutions 
provider steamed ahead with new 
initiatives aimed at continuing the 
company’s track record as the leading 
outsourcer in its field.

Last year saw the company not 
only launch a new special servicing 
division to look after advanced 
arrears management, but hML also 
introduced new products to market 
for the first time since establishing 
its new product development 
function in 2009. four new products 
have already been launched and 
marketed successfully.

furthermore, the company, 
which employs approximately 
2,000 staff across five separate 

the post office on its strategy 
for entering the uK market for 
identity enrolment services. the 
‘application, enrolment and 
identity’ service uses world-class 
technology and will enable the post 
office to act as a one-stop shop for 
drivers to renew photographs on 
their licenses. 

roll out for the scheme is 
planned for up to 750 branches 
around the country, all of which 
will receive the technology. 
olswang established a plan to allow 
evaluation and selection of bidders, 
whilst negotiating in parallel with 
the first clients for the service.

it has been a busy 12 months for 
hML, and with further changes in 
place for the mortgage solutions 
expert, it looks like the only way 
is up for the firm in 2010

a plethora of activity took 
place at homeloan Management 
(hML) headquarters in 2009, as the 

Business law firm olswang has pushed 
ahead a number of innovations in the 
outsourcing advisory sector in the 
past twelve months, with a host of 
deals concluded in 2009 and many 
more in the pipeline for this year:

one of these initiatives took place 
last year, when olswang advised 

uK locations, set up a change 
management programme last 
year with ambitious aims in 
mind for improvement to its 
service delivery. 

at the end of last year 
meanwhile, hML become a 
member of the confederation 
of british industry (cbi) giving it 
the opportunity to give its voice 
and opinions to industry issues 
- and potentially even influence 
government legislation. With 
ongoing plans for development 
and a stronger connection to 
publicising the sector’s issues, 
hML is one to watch this year 
and beyond. 

a plethora of deals has emerged 
for the company in the past year, with 
many more in the pipeline. these 
include advice on the rollout of digital 
projection facilities across european 
cinemas for the arts alliance; and 
ongoing advice to the bbc on 
the outsourcing of its terrestrial 
transmission agreements.

and finally, olswang has been 
awarded tMt team of the year at 
the Legal business awards for two 
years running and was featured in the 
sunday times best 100 companies 
to Work for in 2009, for the fifth year 
running. Looks like we can expect 
great things this year, too.
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the noa brings readers a series of case studies, 
based on last year’s noa awards entrants, 
further demonstrating best practice in the 
outsourcing sector.

With a stormy economic climate providing the backdrop for the 
outsourcing industry the past year, ensuring the best possible 
level of service is being provided at the lowest possible cost  
– has proved more important than ever. 

Maintaining this delicate balance has proved fundamental 
and it is imperative that outsourcing suppliers are aware that 
providing excellence in service delivery and holding strong 
relationships with end-users is what can make the difference 
between sink or swim.

One way of ensuring these high standards are consistently 
being aimed for – and indeed met – is by learning from the 
NOA’s annual Awards, which in 2009 saw a higher standard 
of entrants than ever before. These awards are a reflection of 
best practice within the outsourcing industry, and demonstrate 
the importance of getting the balance between cost and 
standards met. 

This year saw a plethora of fantastic submissions, all of which 
demonstrated excellence in the industry. Every entrant into the 
NOA Awards is demonstrating best practice and offering the 
whole industry a helping hand, by openly sharing its tried and 
tested techniques for success with the wider outsourcing sector. 

The following case studies, taken from the winners and other 
highly scoring entry submissions into the NOA Awards 2009, 
show innovation, originality and best practice. They highlight 
major successes of the industry, and clearly show the impact 
that individuals, teams and companies have had on the wider 
outsourcing arena. They prove how to make outsourcing work, 
and provide best practice examples for the wider industry to 
follow – congratulations must go to one and all. We are proud to 
share these examples with you to futher bolster the reputation of 
the outsourcing industry. 
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 noa award: 
 financiaL services outsourcing proJect  
 of the year
 winner:  
 capita

Capita came on board to improve 
efficiency at Prudential UK Life & Pensions 
– with first-class results 

in 2007, prudential uK undertook a cost review to 
understand how they could increase the productivity and 
improve the efficiency of their life and pensions operation. 
the review encompassed the work of around 3,000 people 
and the key concern for the financial services provider was 
to ensure they did the right thing, not only for prudential 
uK, but also for their customers and shareholders.

during this review, prudential recognised capita’s 
strengths and decided to partner with them. the contract 
was signed in november 2007 and was, at the time, the 
largest ever bpo contract in the uK.
the key objectives of the partnership were to:

administer seven million Life & pensions policies, •	
ensuring the successful transfer of 3,000 people – 
developing good relationships was critical to keeping 
the ethos of working in partnership alive
improve service delivery and quality – business •	
improvement targets were set, service levels agreed and 
a focus on quality established
deliver efficiencies by transforming operations to a new •	
operating model – investment in both new technology, 
with the introduction of natural Language routing 
enhancement (nLre), and people, through a purpose – 
built Management development programme (Mdp)
support prudential in meeting their business objectives •	
– working together to develop new products and bring 
them to market faster than prudential could themselves.

 how they did it
the partnership was implemented between april 2008 and 
June 2009. the successful transition of employees and a 
focus on service excellence ensured the partnership’s first 
year exceeded expectations. capita developed a work 
order process so everyone understood their roles and 

responsibilities, and joint capita-prudential groups were 
created to collectively monitor key areas such as complaints, 
risks and project governance.

capita launched the transformation programme in May 
2008, one month after service commencement, and the 
partnership is part of a five-year programme. however, 
they are confident they will achieve the following aims:

provide motivated people who share ideas and  •	
take responsibility
reduce risk for both capita and prudential in a way  •	
that is consistent with regulatory obligations
create a more profitable business by increasing efficiency•	
support prudential in revenue generation through the •	
provision of it platforms to deliver new products.

 Measuring success
the key results so far:

Met critical operational service levels and exceeded •	
expectations on all measures
ensured quality as well as customer focus remained •	
at the centre of the process, reporting quality scores 
of 99.7 per cent
invested in innovative new technology designed to •	
improve the customer experience in contact centres
delivered 32 major change projects for prudential, •	
hitting 94 per cent of milestones.

results from independent surveyor sweeney pinedo 
showed that in the best of class category, prudential had 
moved from fifth out of eight in 2008 to second place 
overall in 2009. they also received qualitative feedback 
from prudential account managers, demonstrating the 
power of the strategic partnership, which means service is 
no longer a barrier to sales.

capita also concentrated on dealing with an increased 
number of customer complaints and how best to service 
customer needs in the credit crunch. the outsourcer drew 
from best practice across its Life & pensions division and 
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 noa award: 
 pubLic sector outsourcing  
 proJect of the year
 winner:  
 capgeMini

Capgemini’s project for the Ministry of 
Defence showed innovation and insight 
into public sector needs 

as part of its defence travel Modernisation programme, 
the Ministry of defence wanted to enable british forces 
and civil servants worldwide to book business travel online. 
to achieve this, the Mod commenced the defence travel 
online (dto) project in collaboration with capgemini. 

the project’s primary goal was to enable users to spend 
minimum time making and confirming their travel and 
accommodation arrangements, while achieving maximum 
value for money. the system would be for use worldwide 
by some 300,000 royal navy, army and royal air force 
personnel of all ranks, and Mod civil servants, both 
individuals and groups, who needed to book business travel 
– air, rail, overseas road or hotels. the service would also need 
to be available worldwide via the internet yet at the same 
time, for obvious reasons, achieve very high levels of security. 
objectives of the project were to: 

make travel booking quicker and easier for users •	
help users save travelling time and money by comparing •	
options online
cut administrative costs by phasing out existing paper-•	
based systems
introduce a single system to replace diverse processes •	
used by different military units
provide the data required to negotiate better rates with •	
travel suppliers
provide greater control over travel management and the •	
Mod travel budget.

 Measuring success
the main phase of the dto project started in January 
2008 with completion by capgemini in July 2008 – on 
time and within budget. cost control was important to the 
Mod, which pays for dto on a ‘software-as-a-service’ 
per transaction basis, so it can continuously monitor the 
running costs of the dto service against budget.

from working with prudential to ensure that everything 
was being done to deliver a consistent service, while at the 
same time reducing volumes.

 focus on PeoPLe and technoLogy
capita’s determined aim to ensure managers were suitably 
equipped to lead teams in an outsourcing environment is 
wrapped around its in-house Management development 
programme. this programme comprises a comprehensive 
suite of fast-paced and participative workshops dealing 
with commercial awareness and impact, effective 
leadership, and driving performance through engagement 
and motivation, all with the end-goals of improving both 
customer experience and company performance.
all managers who take part in the programme assess 
themselves on competence before and after the 
programme, and the results are overwhelmingly positive:

commercial awareness increased from 51 per cent to •	
76 per cent
awareness of leadership styles rose from 58 per cent to •	
78 per cent
confidence in motivating and engaging teams increased •	
from 58 per cent to 83 per cent
confidence in having a difficult conversation with a poor •	
performer moved up from 67 per cent to 86 per cent.

there has also been a significant investment in technology, 
including the introduction of innovative national Language 
routing enhancement (nLre) technology into contact 
centres. future enhancements will introduce the capability 
to carry out data protection checks.

 “although we make the best use of technology to 
deliver business benefits to our client, none of this would 
be possible without empowering our people to do 
whatever it takes to deliver excellent service,” sums up 
carol hamilton, community relations manager at capita. 
“investing in our people and helping them to improve their 
skills and knowledge is what brings us rewards.” 
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the success of the project was measured by: 
cost savings achieved against plan, as measured by •	
formal internal audit
transaction volumes against plan (and month-on-month •	
trends in volumes) using statistics automatically tracked 
by the dto system 
availability and response times of the dto system.•	

the results achieved exceeded expectations throughout the 
first 12 months, with measurements of success including: 

the Mod achieved a 20 per cent saving against its •	
annual travel expenditure of £300m in the first year of 
dto, amounting to a very high return
transaction volumes, currently totalling 20,000 per •	
month, are running ahead of forecast as is the month-
on-month increase in those volumes. the Mod is 
therefore confident of meeting its longer-term forecast 
savings over a ten-year period
availability and response times have been consistently •	
ahead of the very demanding levels set by the Mod.

additionally, cost savings achieved were generated in 
three main ways:

dto enables the individual user to quickly review •	
different travel options and choose the best deal, 
for example, by comparing budget airlines with 
scheduled carriers 
dto generates the management information the Mod •	
needs to negotiate better contracts. for example dto 
has already cut the average cost to the Mod of a rail 
ticket by £20 
dto significantly cuts paperwork and reduces •	
administrative costs, and cuts time spent by forces 
personnel in form-filling.

 a LittLe heLP froM technoLogy
the dto project is a clear example of the successful use 
of technology as a vital enabler in saving time and money. 
its success is equally clear to independent external 
reviewers. the dto modernisation programme was 
the first Mod programme to be subject to a gateway 
5 review from the office of government commerce – 
the independent office of hM treasury which helps the 
government deliver best value for its spending. 

the technology for dto was designed by capgemini 
in collaboration with the Mod. this involved a unique 
integration of several leading-edge software components 
from specialist vendors acting as subcontractors to 
capgemini. these include business intelligence and 
management information software from cognos, an ibM 
company, an online travel booking solution from Kds and 
an internet portal from carlson Wagonlit travel. 

 LooKing ahead
dto is an integral element of the defence travel 
Management programme, designed to save money, make 
business travel booking simpler and quicker for uK armed 
forces and Mod staff worldwide, and to give the Mod 
full control of its travel budget.

after 12 months of full-scale post-pilot operation, it 
has achieved all these aims. dto has already assisted 
in delivering a 20 per cent saving in its first year of 
operation against the Mod’s annual travel expenditure 
of £300 million, and savings are running ahead of 
forecast. it also permits the redirection of Mod budget 
to vital frontline activities.

dto is now being closely examined by other major 
uK government departments with a view to its adoption 
on a shared service basis as the main system for booking 
business travel. the potential cost savings this model can 
offer to uK companies are immense.
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Firstsource aligned itself to Vodafone’s 
vision and has risen to meet new challenges 
throughout their outsourcing partnership 

firstsource started working for vodafone in July 2006, 
providing inbound customer service in belfast, uK, and 
email response in Mumbai, india, for consumer contract 
customers of the telecommunications company. 

the contract was initially for one year but has been 
renewed until March 2010. firstsource has already 
been established as a catalyst partner for vodafone, 
to drive strategic process improvements. the service 
has also expanded as firstsource has demonstrated 
its understanding of vodafone’s business and ability to 
connect with, and add value to, the company. 

 Best Practice in custoMer service
in october 2007, vodafone was experiencing exceptional 
call volumes in its business customer service (bcs), 
which supports sMes. the company had never 
outsourced this type of customer service work before. 
firstsource responded rapidly, providing 30 high-
performing agents to ease call volumes – initially over 
a three month period. today, the service for bcs has 
more than doubled – nearly 100 firstsource agents now 
provide support for business customers. 

all firstsource agents are dedicated to specific clients 
and usually for specific processes for that client, too. 
however, firstsource has increased its flexibility by cross-
skilling certain agents with particularly strong skills. for 
example, business customer service advisors will generally 
have already been trained in the consumer business unit 
and therefore are equipped to handle consumer calls. at 
peak times for calls, agents may be transferred back to the 
consumer department. 

collection of customer debt is a major challenge for 
vodafone, as with all mobile operators, and in the current 
economic situation, late payment is rising amongst contract 
customers. When customers call in to firstsource’s belfast 
centre in response to letters about non-payment, instead 

 noa award: 
 teLecoMMunications, utiLities and  
 high-tech proJect of the year
 winner:  
 firstsource

of transferring the call to vodafone’s dedicated collections 
centre, firstsource has trained a number of its agents 
specifically to handle collections calls, resulting in fewer 
transferred calls to the centre and faster collections times  
– and an added £120k per annum to vodafone’s revenues. 

firstsource and vodafone have monthly and quarterly 
business reviews where senior managers from both 
companies evaluate previous work, identify areas for 
improvement or recommendations for rollout to other 
areas of vodafone’s business, and make plans for future 
activities. as the relationship has evolved, monthly reviews 
are less focused on sLa adherence, as this is seen as a 
hygiene factor, and more on added value, such as insights 
into customer behaviours, for example, how they interact 
with vodafone online. 

 innovation in a tough environMent
reducing average handling time (aht) is always a challenge 
for call centres. the balance must be achieved between 
giving the customer as much attention as possible, while 
at the same time controlling cost through minimising call 
times. firstsource has worked consistently to reduce aht 
at vodafone. this was done by mapping the call lifecycle to 
understand the components of handling time and to identify 
refinements. upon implementation, these adjustments 
reduced aht by more than two minutes. 

in another attempt to reduce call volumes, firstsource 
recently carried out a caller survey to ascertain awareness 
of services via the vodafone website, such as billing. over 
two thirds (67 per cent) of those surveyed had not used the 
online services, so firstsource sent them a reminder email or 
sMs and followed up with a phone call within two weeks. it 
is too early to establish this innovation’s impact on call traffic 
– however, the exercise has produced additional, valuable 
data, because firstsource used the opportunity to ask 
customers how vodafone might improve its online service.  

in an innovative attempt to reduce complaints, 
firstsource established a dedicated resolutions team 
to answer more complex calls in early 2008. the team 
developed such exceptional negotiation skills that 
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Capita India commenced operations in  
2004 and has since become integral to  
the company’s long-term vision

since 2005, capita india has doubled its staff strength 
year on year and moved up the value chain from simple 
to complex processes. the company has grown gradually, 
starting from simple processes to become a core part of 
clients’ businesses. in some cases, capita india manages 
70 per cent of client processes offshore. today capita 
india has 3,000 staff and is the largest uK Life and pensions 
service provider based in india. 

capita india is:
servicing a diverse range of industries including: mutual •	
fund administration; life and pensions administration; 
insurance services; local government services and 
financial services
industry benchmark for capita voice processes in india•	
undertaking offshore operations from its four •	
state-of-the art facilities, of which three are in Mumbai 
and one in pune. 
certified in its key operational centres to ensure security •	
(physical and logical) and client confidentiality
an employer of choice, with an industry-leading low •	
attrition rate of 16 per cent.

 the winning forMuLa
capita india has striven to position itself as an employer 
of choice where people want to stay working – with 
encouraging results:

very few employees leave after experiencing the open •	
and engaging work culture that capita india strives for, 
reflected in low annual attrition of 16 per cent – much 
lower than the national average of above 30 per cent
nearly half (40 per cent) of staff have spent more than •	
three years in the company, allowing the organisation to 
manage more complex processes

 noa award: 
 offshoring operation of the year
 winner: 
 eXigent
 highLy coMMended:  
 capita india

customer complaints dropped from six to zero per 10,000 
calls. best practice has now been rolled out to all agents, 
negating the need for a resolutions team.
this approach has been extended to enable firstsource 
agents to use vodafone’s technical support platform. this 
has reduced calls escalated to the technical support centre, 
saving vodafone around £89k per year and slashing aht by 
30 seconds. value-added financial benefits of this include:

firstsource up- and cross- sells vodafone’s products •	
and services as a value-add to customers. typical 
inbound conversion rates are 3-4 per cent, while overall 
conversion is 12 per cent, contributing over £1m per year 
to vodafone revenues
the dedicated resolutions team is saving £89k by •	
improving first time resolution 
firstsource’s work on collections has added £120k  •	
per annum to vodafone’s revenues.

firstsource has evolved from being an outsource vendor 
to a valued strategic partner delivering a real difference 
to vodafone business through innovation and continuous 
process improvement. both organisations invest in the 
partnership from a people, process and technology 
perspective. Most importantly, the relationship is based 
on trust and commitment towards the highest standards in 
service delivery. 

 “over the last three years, firstsource has established 
itself as a reliable and strategic partner of vodafone. 
there is a true cultural fit as both companies have the 
same attitude towards customer service excellence and 
continuous improvement,” summarises Mark gait, head of 
outsourcing at vodafone uK.  
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an impressive 45 per cent of overall recruitment is •	
through employee referrals, emphasising the fact that 
employees are happy in the work environment. 

capita india has played an integral role in the capita 
group, winning four large uK outsourcing contracts in just 
over a year. these are: 

prudential Life and pensions –£722m over 15 years•	
abbey Life assurance –£130m over ten years•	
aXa Life –£522m over 15 years•	
Marsh –£200m over ten years.•	

a key component of capita india’s proposition is to work 
with clients to enrich the end customer experience, which 
they consider to be the most important building block in 
offering quality services. the organisation’s strategy is to 
transform clients’ operations to deliver cost reductions, 
quality enhancements and efficiency gains. 

 transforMing services 
capita india demonstrated its ability to improve efficiency 
and provide operational excellence during a project in 
2008, which saw around 200 staff transferred to capita 
india from an incumbent bpo service provider in india. 
around 95 per cent of staff transferred over to capita 
india and six months later, efficiency had increased by 15 
per cent compared to the previous operation. this was 
achieved through process improvement and management 
focus translating to reduced cost of service delivery.

contributing to this success was a strong focus on 
people. there were regular formal communications to 
employees through group presentations and consultation 
sessions; personal queries or concerns could be raised and 
responded to by a dedicated team via email or telephone; 
and capita india guaranteed that staff terms and 
conditions and loyalty payments accrued due to length of 
service would be honoured at all times. as a result:

an impressive 96 per cent of staff accepted capita •	
india’s offer letters two months before the transfer 
date, ensuring retention of knowledge of client 
systems and processes
their ongoing business transformation programme has •	
reduced staff by 10 per cent. these staff have been 
redeployed within capita india, allowing the company to 
reduce cost to the client and provide experienced staff 
to work on new client migrations to india.

capita india was responsible for the transfer of voice 
processes and back office employees from the client’s 
captive business in Mumbai. following service transfer, 
capita india commenced its transformation programme, 
which was based on the following principles:

driving operational excellence by focusing on basics and •	
identifying opportunities 
adopting capita india’s robust and standard risk and •	
compliance framework, to address the challenges 
faced by life and pensions companies.

“capita india has proven that it delivers against its 
business strategy to transform clients’ operations and 
deliver cost reductions, quality enhancements and 
efficiency gains,” concludes sanjay razdan, managing 
director of capita india. 

“capita india has proven its ability to stabilise and 
increase performance in the challenging environment of 
second generation transition in india, whilst retaining a 
culture that its staff want to be a part of,” he adds. 
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Legal firm Brodies’ outsourcing chief, 
Andrew Rigby, has driven strong results in 
ground-breaking and innovative deals

andrew rigby, who heads up the brodies outsourcing 
team, has earned a reputation for his international and 
forward-thinking approach to outsourcing. rigby is also 
carving a distinct profile for his unique methodologies, his 
thought leadership in the industry, and his wider efforts to 
drive business potential for the sector as a whole.

rigby has been involved in a number of ground-
breaking deals. he advised on the first procurement 
outsourcing deal in the uK, valued at $6bn and a number 
of the first middle-office fund management contracts 
in the uK, which involved assets valued at over £120bn; 
and service delivery in the usa, poland, Luxembourg 
and dublin. involved in technology law since 1986, and 
outsourcing since 1995, rigby has been recognised as a 
thought leader and respected expert in the field for many 
years. he has written on outsourcing issues for numerous 
technology, legal and other publications and is a regular 
speaker at industry conferences.

brodies takes an approach that aims to understand 
how clients want team players to operate on a high-level 
commercial plane. their advisory work is solutions-driven 
and reflects a holistic approach to outsourcing rather 
than being focused on project-specific guidance. rigby 
himself was also named by the Lawyer magazine as one 
of the uK’s “hot 100” Lawyers of 2009 in recognition of his 
expertise and achievements in this field.

 a gLoBaL focus
With an international portfolio of clients and industry 
connections, andrew rigby’s work has covered many 
overseas countries, such as the usa, Japan, finland and 
south africa. rigby has been an advisor to the scottish 
government’s trade and development agency, scottish 
development international (sdi), and has recently been a 

participant in the scottish government’s trade delegation 
to bangalore, advising on consultations with indian 
outsourcing suppliers. 

rigby has also been involved in work with, and 
consultation by, various governments and national bodies, 
including the uK cabinet office, the uK department 
for trade and industry, action 2000, the argentinian 
government and the cayman islands government. in 
recognition of his global expertise, rigby has been 
featured as a “highly recommended” lawyer in pLc’s 
global 2000, a list of major international lawyers.

 contriBution to the industry
rigby is a renowned specialist when it comes to thought 
leadership and thinking outside the box. upon his arrival 
at brodies, rigby was instrumental in developing a brodies 
initiative to maximise scotland’s potential as a global 
outsourcing hub. 

it is vital that outsourcing leaves behind its negative 
image and plays a part in rebuilding the economy – both 
on a global and a national scale, the firm argues. rigby’s 
outsourcing initiative advocates scotland as an ideal 
environment to deliver high-quality business process and 
knowledge-based services to customers throughout the 
uK and beyond. 

the emphasis is on moving up the value chain, by 
focusing on “value add” outsourcing, which tends to be 
driven (from the customer perspective) by the pursuit 
of a quality, not merely a cost-saving, agenda. rigby 
believes that scotland has the potential to excel at this, 
with its educated and skilled workforce – with particular 
expertise in financial services and ict – its well-developed 
infrastructure, political stability, relatively low operating 
costs and temperate climate for greener technology.

rigby has been active in promoting this idea 
successfully within the scottish parliament, scottish 
development international and scottish enterprise amidst 
a tremendous amount of media and industry interest. 

 noa award: 
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Exigent has been instrumental in the 
outsourcing market helping to win the 
respect of the legal profession

exigent is a Legal process outsourcing (Lpo) provider, 
that produces and delivers more than one million legal 
documents per annum for thousands of lawyers, from over 
100 law firms globally. the team provides time-critical 
support, 24/seven, from three data centres in two time 
zones – south africa and australia – to service lawyers’ 
immediate document processing needs.

the legal industry is facing an economic storm and 
knows it must change its working practices and must 
innovate to survive, says exigent. the company has 
introduced outsourcing to a conservative industry and 
has changed working practices for 25 per cent of the 
top 100 law firms. 

exigent’s services enable law firms around the globe 
to outsource not just one, but a range of legal processes. 
different infrastructure, processes and procedures 
are essential because no two documents, systems or 
security protocols are the same and clients are extremely 
demanding in terms of quality and speed of delivery. 

 how have they done it?
Litigation is difficult work with lumpy demand, exigent 
argues. timescales are tight: there is always immense 
time pressure. in partnership with leading law firm, 
pinsent Masons, exigent designed a solution, recruited 
offshore lawyers, developed bespoke processes and 
delivered a trained team. a process historically fulfilled 
in-house by junior lawyers is now seen as something 
that can be outsourced.

the barriers to working in the legal sector were 
significant, according to exigent. Weak technology, 
conservative culture, reluctance to change, minimal 
financial imperative, concerns about confidentiality and 
data protection all stood in the way of the legal industry 

 Brodies’ Best Practice
the methodologies devised by andrew rigby offer 
best practice in outsourcing for his clients. utilising 
the noa outsourcing Life cycle model, rigby has 
helped develop and define a succinct advisory 
role, considering further the implications of change 
management and corporate governance.

the contract lifecycle process is important. rigby 
aims to ensure that as much time as possible is saved 
in this lifecycle and to prevent internal resources 
being overstretched. to make sure that best practice 
is followed, rigby accounts for several issues which 
may impact upon the speed of conclusion of any 
outsourcing transaction. these include:

organisational and business unit willingness to •	
outsource
extent to which services are routine or customised•	
level of organisational consensus on outsourcing •	
strategy and goals
extent to which the outsourcing itself is •	
transformational, strategic or tactical.

in the words of the chambers & partners ‘best of the 
uK for outsourcing’ review in september 2009: “the 
extremely knowledgeable andrew rigby continues 
his outsourcing practice at brodies LLp in edinburgh. 
clients say he is a strong negotiator who can educate 
our suppliers and their legal teams on all the key 
characteristics of a deal.”

NOA Award: Outsourcing service 
provider of the year
Winner: Exigent 
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embracing outsourcing. advice was essential to overcome 
their concerns, model the outcomes and design the 
bespoke solutions. Without exigent’s advice, these firms 
would not have changed their working practices. 

to comply with the security and confidentiality 
requirements of global firms working on high-profile 
criminal cases, celebrity divorces or market sensitive 
corporate finance projects, rigorous procedures are 
needed – just one failure would be catastrophic. unique 
advice is given on the impact of outsourcing on the firm’s 
financials, it, operations, hr, training, marketing and 
communications. bespoke document production systems 
and software enable highly skilled operators to process 
hundreds of legal documents each day and deliver them 
to lawyers. 

this meticulous process includes:
thousands of audio files or scanned manuscripts •	
arriving daily from lawyers around the globe for word 
processing or examining
flow of work being managed, prioritised and •	
monitored using a bespoke work flow system built 
from scratch in-house 
examiners scouring thousands of pages to ensure •	
every document is correct 
completed documents being returned directly to •	
lawyers who then rate each piece of work using 
electronic voting buttons. 

 evoLving to Meet industry needs
exigent aims to work in partnership with clients to review 
their strategy. they explain how many secretaries and 
lawyers they need, how best to use their technology and 
what the hr and communications issues will be. change 
is gradual: shifting bulk typing and document review off-
site to enable the change in the role of the secretary and 
fee earner takes months; working practices can take two 
to three years to embed. 

client feedback is critical to exigent’s evolution: 
lawyers use voting buttons to rate individual pieces of 
work, creating a unique system that enables immediate 
feedback on more than one million pieces of work  
per annum. 

exigent has helped guide the legal sector through a 
complex process and has become a change manager 
in a sector that had barely contemplated outsourcing 
five years ago. they have helped clients understand 
the benefits of outsourcing, guided them to review 
their working practices, persuaded them that various 
tasks can be fulfilled externally and demonstrated the 
financial and operational advantages of outsourcing. 

additionally, exigent invented the idea of changing 
the legal secretarial role by taking away the bulk typing 
element of their workload. rather than outsourcing the 
whole job, exigent takes away the least cost-effective 
element of the role and advises on how to improve the 
remaining role to give clients better service. 

of firms who outsource in the legal sector, 90 per 
cent consult with exigent. over the last three years, 
exigent has completed projects with six of the top 16 
law firms in the uK and the largest firm in australasia. 
having created the market in the uK and australia, 
exigent is now demonstrating best practice in the  
Lpo sector.

“exigent’s ability to guide us through the change 
management process was invaluable. a rapid national 
roll-out has been planned to achieve a 25 per cent 
reduction in headcount and an estimated saving of £4m 
per annum,” said one client. 

“We wanted to offer an alternative to our clients – 
it’s the same work and the same quality, but at a lower 
cost. We shared our problem with exigent and together 
we developed a solution which will achieve savings of 
60 per cent,” concludes another. 
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The transformation of Capita’s contact 
centre in the past year has vastly improved 
service delivery to its client, the Pearl Group 

capita’s glasgow contact centre offers the servicing and 
administration of approximately 3.6 million policies to its 
client, the pearl group. during the past 18 months, the 
company has successfully delivered a number of significant 
changes for the pearl group and gained positive feedback 
from the pearl group and its customers. the centre 
handles an average of 50,000 inbound calls per week. all 
service levels agreed with the pearl group were met or 
exceeded during the first half of 2009.

earlier in the year, the organisation set out with one 
key objective: to provide service excellence. 

With this aim in mind, capita’s transformation of its contact 
centre included:

consolidating a multi-site contact centre operation to •	
one location in glasgow
deploying the latest technology•	
responding to client business changing hands by •	
implementing multiple re-branding exercises and 
dealing with increased volumes of customer queries 
focusing on its people, with morale-boosting activities •	
and the right training for new staff.

 the chaLLenge for caPita
capita had a multi-site contact centre, which was 
successfully consolidated into one site in glasgow within 
an aggressive six month timescale. this consolidation 
included the transfer of 85 roles, creating scale and 
opportunities for operational efficiencies. 

the company also undertook the development of a 
strategic front end to cover the complexity associated 
with seven historic ‘Life company’ brands, currently 
administered through over 24 core administration 
it platforms. it also invested in core contact centre 
telephony technology to bring the centre up-to-date 
and fit for purpose.

Jackie Lindsay, head of customer response, describes 
capita’s situation in June 2009: “ever changing and tough 
economic conditions, alongside looking after clients as 
their business changed hands meant it was necessary to 
rebrand the business for the end customer,” she explains. 

“the contact centre has been at the hub of the 
operation, supporting the client with the impact of 
these changes to their customers and also managing the 
additional call traffic associated with a market in recession 
– and more demand from increasingly savvy consumers.”

 focus on PeoPLe
the contact centre would not have been able to do this, 
she argues, had they not heavily invested time and effort  
in their people, to both develop and motivate them. 
capita’s people-focused initiatives included:

establishing a Local employer partnership •	
setting up a new recruit training academy •	
developing a career progression framework•	
publishing a new local newsletter and organising  •	
local events 
taking monthly ‘temperature checks’ with staff.•	

the success of the contact centre has relied on an 
integrated approach to making operational and 
technological changes, along with the investment in 
people, explains Lindsay. 
people are at the heart of capita’s development this 
year. focus on staff has comprised several areas of 
initiatives, including:

recruitment – getting the right people for the role, •	
using interviewing techniques to assess motivation 
and behaviours
training – implementation of a new Joiner academy •	
with a dedicated manager following structured new 
Joiner pathway for the first 12 weeks in the organisation.
events2go – an events team organising charity and •	
social events such as contact oscars and olympics and 
a christmas night out

 noa award: 
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With its innovative approach to relationship 
building, Stephensen Harwood is paving the 
way in outsource advice

stephenson harwood managed to firmly buck the economic 
trend to become ranked as one of the most profitable law 
firms in the uK. this success is replicated in its outsourcing 
practice, comprising ten partners and 20 associates 
worldwide, which has seen revenues grow 100 per cent year 
on year for the last four years. 

over the last two years, the firm has advised capita 
on the uK’s first ever shari’ah compliant insurance 
outsourcing, seen as a blueprint for the industry, and 
leading to a number of follow-on queries and work. this 
is rapidly developing into a centre of excellence for the 
practice, and reinforces its existing traditional strengths in 
the financial services sector. 

the firm’s clients represent a significant sample of 
suppliers and purchasers of outsourcing and include capita, 
saic, valtech, sita, Micro focus international, genentech, 
st Martin’s properties, constellation europe, brit insurance, 
MMa insurance, natWest/royal bank of scotland and hsbc.

 Points of difference
stephensen harwood has many attributes that make it 
stand out from other firms, the company argues. Many of 
the firm’s lawyers have been recruited from the industry 
or have spent significant secondments there. John buyers, 
head of outsourcing practice, previously worked in-house 
at capgemini as senior outsourcing counsel (writing most 
of their standard terms and conditions for outsourcing 
– many of which are still in use). buyers therefore has a 
unique appreciation of outsourcing deals from both a 
service provider and a customer perspective. 

continuing this philosophy, the firm regularly places senior 
and junior lawyers with outsourcing-based clients. it recently 
placed a lawyer with capita’s Life and pensions division and is 
currently supporting Micro focus international in the same way.

Morale-o-Meter – a monthly ‘temperature check’ survey •	
asking what would make staff feel more valued, what 
they should continue doing and what would increase the 
employee’s enjoyment of day-to-day activities. 

 getting technoLogy right 
before outsourcing its service provision to capita, the 
pearl group suffered from a lack of investment. the on-
site it no longer met the needs of a fast, evolving contact 
centre handling significant call volumes. With this in mind, 
a new system was installed: iportal in-house knowledge 
management system. 

the contact centre was in need of a knowledge 
management repository to store all detailed information 
about its products and processes. a system was therefore 
implemented to optimise service performance and 
resource deployment, bringing the contact centre bang 
up-to date, while offering the following benefits:

Workforce management – six weeks advance shift •	
management, scheduling and online shift swapping facility
intra-day forecasting to maximise service delivery•	
Quality monitoring and digital voice recording•	
effective management planning facility, to ensure ability •	
to deliver sustained and improved service performance

if further proof were needed that capita’s transformation 
this year has reaped rewards for its client, customer 
experience manager at the pearl group, Janice Jamieson 
says: “there is a definite sense of striving for excellence 
working with capita – the desire to deliver good service to 
customers is evident.”  

“feedback from customers and our own independent 
call monitoring has confirmed that service has improved 
from acceptable to good or very good,” she adds.

 noa award: 
 outsourcing adviser of the year
 winner:  
 stephenson harWood
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client events are another focus for the firm, which runs 
general counsel dinners on a six-monthly basis to enable 
the ‘movers and shakers’ of the sector to interact with each 
other and discuss issues which have immediate currency in 
the industry. 

the firm runs an active series of seminars and workshops, 
and writes regularly on outsourcing issues, all in an attempt 
to add value to the outsourcing knowledge sector. 

 contriBution to outsourcing 
stephensen harwood broke the mould advising on the 
first shari’ah compliant outsourcing in the uK, between 
capita insurance services and principal insurance holdings 
(formerly british islamic insurance holdings), the first 
dedicated provider of shari’ah compliant islamic insurance 
(known as takaful) to the uK market. 

this £90m, eight year transaction involved principle 
insurance outsourcing its insurance and back-office 
operations to capita.

over the last two years, stephenson harwood has 
drafted and advised capita on the outsourcing agreement, 
as well as shari’ah compliance issues and has also provided 
a broad range of advice covering employment, pensions, 
finance and regulatory issues. 

the firm worked with its Middle eastern colleagues, 
al sarraf and al ruwayeh in Kuwait, advising capita on 
the structuring of the deal to ensure that the outsourcing 
contract itself was shari’ah compliant, and making  
certain that conceptual issues repugnant to shari’ah  
law were avoided or addressed in a manner which  
was complementary to the philosophy.

 deMonstration of Best Practice
as a law firm, stephensen harwood is often engaged in an 
outsourcing transaction at a more developed stage than 
might be the case as strategic outsourcing consultants. 
What they find however, is that there is a significant lack of 
understanding in relation to the legal cycle of outsourcing 
deal generation, and the time allocated in any project plan 
for contract negotiation is often severely underestimated. 
their approach therefore typically consists of the following:

on first instruction by a client, the firm produces a •	
revised detailed project plan showing all of the required 
stages to successful deal conclusion
any pricing offered to clients is often tied to a revised •	
project plan, to enable clients to plan budgets accordingly
clients are debriefed following production of the plan in •	
order to identify whether they have sufficient in-house 
resource to enable documentation of the relevant draft 
service schedules
the firm works closely with clients’ allocated in-house •	
resource, for schedule production 
during the negotiation, the company will not seek to •	
make artificial points or enter into “argument for the 
sake of argument”
the firm views the schedules to an outsourcing •	
agreement as integral to the deal and not separate.

John buyers, partner and head of commercial outsourcing 
and technology at stephenson harwood, sums it up: “We 
are delighted to have assisted one of the nation’s most 
successful outsourcing companies on the uK’s first ever 
shari’ah compliant outsourcing. 

“as a blueprint transaction, this involved complex 
legal and commercial advice including a consideration of 
theological principles rarely seen in deals of this nature.”
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With its abundant graduate workforce, the 
Philippines is becoming a veritable offshore 
giant for the UK BPO market. 

currently, 62 business process outsourcing (bpo) 
companies employing 132,000 in the philippines are 
listed as serving the uK/european market, accounting 
for around ten per cent of existing bpo companies in 
the philippines. 

a conservative estimate is that at least half of these 
employees, or about 65,000, are serving the uK market 
alone. this would make gross revenues from the uK about 
$845m or 14 per cent of total philippine it-bpo exports.

in the words of one of the country’s clients: “the 
philippines workforce is dynamic, hugely resourceful and 
creative, and loyal with such an eagerness to excel and 
do things right. this combination is pretty hard to find 
elsewhere and makes Manila such an important piece of 
our overall business strategy,” says the director, content 
operations asia for thomson reuters, in the philippines.

 taLent in aBundance
the philippines has a total population of about 90 million, 
with a literacy rate of 92 per cent. packaged with this 
high literacy level, is the ability of filipinos to understand 
and speak the english language with a neutral and 
understandable accent. 

the philippines has a labour force of 36 million and 
produces an average of 450,000 college graduates per 
year, around 100,000 of which are finance and accounting 
graduates. currently, Manila is the largest offshore bpo 
city in the world. everest and John clements data show 
that more than 245,000 full-time bpo workers are based in 
Manila. for labour cost competitiveness, the philippines is 
among the top five countries in the world.

the philippines has a stable, reliable, fully redundant, 
and world-class telecommunications infrastructure that 
is highly scalable due to numerous fibre-optic landings 
and links. Moreover, the cost of bandwidth has shrunk 

by at least 85 per cent in the last six years and is now 
$4k a month for e1 lines to the uK. the biggest telcom 
companies have been making investment projects to tailor-
fit the requirements of the booming it-bpo industry.

income-tax holidays (ith) are granted to bpo 
companies from start-up to the sixth year of operations. 
after the six-year ith has lapsed, a special 5 per cent tax 
rate on gross income is implemented. there are also tax 
and duty exemptions on imported capital equipment, 
particularly for locators in it parks and other economic 
zones. these perks include exemptions from wharfage 
dues and the 12 per cent input value-added tax on 
allowable local purchase of goods and services. Zone 
locators are also allowed to employ foreign nationals.

to ensure the need for talent is met, the government 
has allocated some $7.5m per year for the training of 
potential workers for contact centre, it development, 
animation, and transcription operations. scholarships 
are distributed in the form of vouchers which can be 
redeemed for cash by the training companies that train 
the potential employees. 

Last year the philippine government also allocated $1.3m 
to a promotional budget for the local it-bpo industry for 
international marketing, a national competency assessment 
test, and an operational excellence program. another $3.3m 
has also been approved and will soon be disbursed for a 
global advertising and promotion campaign.

 PhiLiPPine exPertise
the country has demonstrated expertise in outsourcing  
of a plethora of different operations, including: 

voice-related service accounts for two-thirds of •	
the philippine it-bpo industry. contact centres in 
the philippines employed more than 227,000 ftes, 
generating $4.1bn in estimated revenues in 2008 
a number of companies are already doing back-office •	
work in the philippines such as Jp Morgan chase bank, 
chevron texaco, shell, hsbc, deutsche bank, emerson 
financial, thomson reuters, and Manulife

 noa award: 
 offshoring destination of the year
 winner:  
 the phiLippines
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AstraZeneca transformed a critical part 
of the drug development process in the 
largest outsourcing deal of its kind 

astraZeneca is one of the world’s largest pharmaceutical 
companies, with a broad range of medicines designed to 
fight disease in important areas of healthcare. active in 
over 100 countries, the company has its corporate office in 
London, major sites in sweden, the uK, and the us, and 21 
manufacturing sites in 17 countries. sales in 2008 totalled 
$31,601bn, with operating profit $10,958bn. 

astraZeneca entered into partnership with service 
provider cognizant on a five-year, $95m project that 
aimed to centralise the management and delivery of 
astraZeneca’s end-to-end clinical data processes. this 
represents a truly innovative partnership within the 
industry says the company, and is the first time that a single 
outsourcing partner has been chosen to handle all the 
clinical data management needs of a major pharmaceutical 
company.

clinical data management is a critical part of the drug 
development process. it ensures that data captured 
from clinical trials is used efficiently to determine the 
effectiveness of new medicines, which are then registered 
with the regulatory authorities. streamlining this process 
gets products to market faster for the patients who 
desperately need them. 

 innovation via Lean thinKing
the project began after a strategic review at astraZeneca 
of what was core and non-core activity. the organisations 
decided to launch a strategic outsourcing partnership to 
find smarter ways to deliver data for clinical programmes, 
and bring about increased process efficiencies, 
simplification, standardisation and economies of scale. 

this would enable astraZeneca to focus its energies on 
core activities designed to bring life-changing medicines 
safely and quickly to patients. it was clear from the outset 
that the project was very different from traditional, so-called 

some 120 companies employing over 35,000 it •	
professionals are exporting it services from the 
philippines. these services include applications 
development and maintenance, it operations and 
infrastructure, software product development, business 
analysis, project management, and education 
about 38 engineering design companies are in the •	
philippines, with more than 8,000 full-time engineers
around 40,000 students graduate from engineering •	
courses yearly with knowledge in internationally accepted 
engineering standards, such as computer-aided 
manufacturing and computer-integrated manufacturing
there are 50 animation and game development studios •	
in the philippines employing a total of 7,000 animators—
with companies that service hanna barbera, disney, and 
Marvel among them. the sector registered $113m in 
export revenues in 2008.

“When shell shared service centres Manila proved 
successful for us clients, european companies followed. 
now, we work in three shifts to serve our clients in 
different time zones,” says noel paraso, ceo, shell shared 
services. “even a typhoon doesn’t keep our employees 
from coming to work. Moreover their affinity to the 
Western culture and their high level of english make the 
philippines an attractive offshoring destination for our 
customers worldwide.” 

Maralyn Johnson chief technology officer, cambridge 
university press (holdings) concludes: “to this day, we 
have never regretted the business decision we took nearly 
five years ago – offshoring to the philippines has given us 
more development staff at a reasonable cost, allowing us 
to improve our business systems at a much faster rate.”

 noa award: 
 outsourcing end-user  
 of the year
 winner:  
 astraZeneca
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‘lift and shift’ style arrangements where a partner is chosen 
to simply perform the same processes at lower cost. 

their intention was to not only deliver cost-effective 
results, but to harness cognizant’s it and business process 
expertise to identify ways to innovate and transform the 
processes surrounding data management delivery. 

of particular importance on the transformational side 
of the project was process standardisation. astraZeneca 
operates in many global locations and, as a result of 
past mergers, had inherited different approaches 
and applications to working at the various sites. a key 
requirement of the agreement was to simultaneously 
deliver results and maintain business performance, while 
switching the global clinical development organisation 
to work on common, streamlined platforms, as well as 
transforming some processes. 

before the transition, approximately 1,100 people 
in astraZeneca were involved in end-to-end data 
management activities, so another key achievement was 
reducing the demand on resources. through centralisation 
and streamlining of systems and processes, demand on 
resource has been reduced to about 300 cognizant staff 
and 50 astraZeneca staff, contributing to significant cost 
savings and operational efficiencies that can be redirected 
into core activities. 

 Proof in the Pudding
astraZeneca and cognizant successfully delivered the 
transition of all change management requirements: the 
transfer of 80 ongoing studies, knowledge and process 
requirements, and readiness to set up brand new studies 
within a six-month period. the speed of delivery on this 
project was exceptional given the scale of work involved. 

reducing the time taken for activities such as database 
locks means that astraZeneca can access data more 
quickly, speed up the decision-making process and 
support the company in its drive to bring drugs to patients 
as quickly and safely as possible. this project is currently 
on track to deliver the following benefits:

$150m reduction over five years in astraZeneca’s cost base •	
a standard, high quality delivery process and range of •	
tools measured by sLas 
cognizant and astraZeneca commitment to invest $5m •	
each in innovation of new technologies and processes 
delivery of effective cost control and visibility via •	
the service order process, which generates data 
management purchase orders for each project team
create a program dashboard across studies and •	
geographies
successfully complete one of the largest electronic  •	
data capture studies ever conducted.

 a high honour
Within the pharmaceutical industry, this project represents 
a historic, ground-breaking relationship, according to 
astraZeneca. it is the largest clinical data outsourcing deal 
signed to date, and the first time that a single outsourcing 
provider has been contracted to manage the end-to-end 
clinical data management needs of a major pharmaceutical 
company. 

eric terhaerdt, astraZeneca’s vice president of us 
clinical development, says: “this is a great achievement 
and high honour. not only does the change represent 
significant value for astraZeneca, it has also established 
working tools and behaviours that can be used by many 
others for years to come. 

“Most importantly, our efforts mean that astraZeneca 
will be able to explore many new projects that can make 
a meaningful impact to patient lives that would otherwise 
not have had the funding or resource. this project, and the 
people who delivered it, have been recognized by our ceo 
as exceptional.”
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IBM paired up with an international clearing 
bank facing tougher regulation against 
disaster prevention – with exceptional results

as a critical component of the us financial industry, the 
international clearing bank that ibM provides technical 
solutions to settles over 50 per cent of all foreign 
currency dealings. When its regulator the us federal 
reserve required tougher measures to prevent a regional 
disaster affecting financial systems, the bank faced a 
daunting challenge. demonstrating the benefits of the 
close collaboration between the bank and ibM, systems 
architects and designers from both companies worked 
together to overcome the significant technical challenges 
of developing an innovative, long-distance fibre network. 

ibM began implementing the new solution to deliver 
a synchronous link between data centres located over 
400km apart in January 2008. the solution, believed to be 
a world record for long distance replication, has enabled 
the bank to fully satisfy the requirements of the regulator 
by achieving secure, resilient, continuous operations 
between dual-region data centres with no data loss in the 
event of a regional disaster. 

this replicable solution has particular importance within 
the finance sector, contributing to increased resilience 
by enabling sites to operate synchronously over long 
distances – but it could equally be applicable to any 
industry with similar requirements.

 BreaKing Boundaries
following the World trade center attacks, regulating 
body the us federal reserve required tougher measures 
to prevent a disaster in any one region bringing down its 
entire financial system. this presented a challenge for the 
bank – the real-time nature of its service means that a few 
seconds of data loss can cause significant impact. the only 
way to ensure integrity between locations is to replicate 
synchronously between two mirrored data centres.

it was widely believed by technical experts that 
synchronous replication was limited to distances of 120-
150km – plus, latency rapidly becomes a problem as delays 
increase over greater distances. for this reason, the bank 
had initially been set up to run synchronously across two 
data centres less than 50km apart. to achieve regional 
resilience, the bank had commissioned ibM to implement a 
data centre in mainland europe but, as this was situated over 
400km from the uK sites, it only provided an asynchronously 
replicated addition to the infrastructure. the european data 
centre would always be slightly behind the primary site, 
which could have significant financial implications for parties 
using the bank’s settlement services.

the bank asked ibM to help it overcome the tough 
challenge of breaking through the distance boundaries 
of high performance fibre networks. its implementation 
followed several years of collaboration between ibM, the 
bank and specialist optical networking service provider 
vtesse to design and develop an innovative, long-distance 
fibre network. radical breakthroughs were made in three 
main areas: the communications network, the server 
platform and the bank’s settlement system.

With the data centres over 400km apart as the crow flies, 
the solution needed to handle latency over a much greater 
length of fibre, if city centres and other potential risk areas 
were to be avoided. the final solution in fact includes two 
separate fibre links, one of which is over 800km long.

 showing innovation
When the bank was first established, its founders needed 
a technical solution to convert their vision into reality. 
they turned to ibM to help them design, build and run 
that solution. an integrated application and infrastructure 
approach was key, as changes to hardware and software had 
to be brought together to deliver a service able to handle 
the time delays caused by distance.

“it would have been difficult to establish and extend 
this resilient settlement system for one of the world’s 

 noa award: 
 innovation in outsourcing
 winner:  
 ibM



outsourcing yearbooK66

Centrica is using its knowledge and 
expertise to set an example of best practice 
in its work with British Gas

centrica has been outsourcing many different types 
of services over a number of years. More recently, the 
company offshored a significant part of its back office 
processes. from a standing start in 2005 to today, centrica 
has developed a significant footprint in india with more 
than 3,000 employees currently operating across six cities, 
with 11 suppliers. 

the scope of this work is predominately back office 
processes for all of british gas, as well as debt collection, 
finance and accounting, correspondence and online 
communication processes, and imbalance processes. they 
have also outsourced some hr processes to india as well 
as a small level of outbound sales processes, it-related 
processes around application development and support 
and technical helpdesk services. 

centrica learnt quickly that consolidating the corporate 
memory of experience, learning and evolved best practice, 
into a centralised centre of excellence was paramount to 
making the most of existing relationships and preventing 
them from reinventing the wheel for new initiatives. the 
company therefore chose to develop a cohesive approach 
across global offshoring, with a team in place with 
responsibility to deliver best practice across procurement, 
legal, contract management, migration disciplines and a 
clear strategy to evolve commercial propositioning in line 
with the maturity of the relationships. 

 strategies for success
centrica’s pre- and post-commercial management approach 
is one of its greatest strengths, according to the company. 
from the very start, procurement and operational contract 
management/business leads worked closely in relationships 
to manage the entire lifecycle of the contract effectively. 
this has resulted in a virtual team being created and 
maintained. advantages of this approach include:

major financial markets without the commitment, skills and 
capabilities of ibM.” says the president and ceo of the bank. 
following the implementation of the new infrastructure 
and services, the bank has:

achieved secure, resilient, continuous operations •	
between its dual-region data centres with no data loss 
in the event of a regional disaster. the service is now 
recoverable within 40 minutes
complied with the interagency paper ‘sound practices •	
to strengthen the resilience of the us financial system’
increased the capacity of its data centres by 100 per •	
cent to meet expanding transaction volumes in the 
foreign exchange market
achieved financial savings by reducing three •	
data centres to two and eliminating the need for 
out-of-region, asynchronous disaster recovery.

the remarkable resilience of the service was demonstrated 
two days after one of the many high profile financial 
institution collapses in 2008. over 1.55m trade instructions 
were processed – an increase of 35 per cent on the 
previous daily record – with a value of $8.6tn. 

this replicable solution not only meets the requirements 
of an individual client, but could benefit clients in many 
industries argues ibM. it has particular importance within 
the finance sector, contributing to increased resilience 
by enabling sites to operate synchronously over long 
distances for the first time.

 noa award: 
 best practice in outsourcing
 winner:  
 centrica
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a consistent sourcing strategy with a dual-vendor •	
approach
enhanced stakeholder management •	
relationship management – understanding each others’ •	
aligned objectives 
contract management – understanding negotiation •	
hotspots and continuity for account management 
a consistent approach to management of suppliers •	
alignment of commercial and operational objectives. •	

from regular strategy reviews, service management and 
supplier relationship management, through to pre-emptive 
exit planning, all stages are planned, taking input from 
key internal stakeholders and aligning back approaches 
to overall company strategy and goals. this has ensured 
that centrica has been able to optimise its back office 
relationships and subsequently drive value.

 Points of difference
to set themselves apart from the competition, centrica 
developed effective processes for sharing knowledge 
internally, such as the development of contract 
management resources through a virtual team which 
meets regularly to discuss key learning experiences, 
develop and deploy best practice and has a direct link 
to organisations such as the iccaM. 

they also developed a two-day training programme, 
“Managing effective partner relationships”, aimed at 
internal employees who manage outsource relationships 
and help them develop skills and approaches based on 
real learning and experiences from practitioners, both 
internal and external to centrica. 

additionally, the virtual team approach means that 
centrica can rapidly deploy best practice tools, templates 
and experience to all new migrations, while keeping 
a collective responsibility for delivery of the whole 
programme – not just individual components. this allows 
operational leads to link into tried and trusted frameworks, 
with relevant help and support. 

 thought LeadershiP in action
the feedback centrica received from suppliers regarding 
its approach to relationships has demonstrated its success. 
the company has, for example, run supplier forums to 
facilitate the discussion of aligned goals, and to update 
suppliers on strategic challenges and aims.

additionally, the benchmarking process the company 
has developed positively seeks a collaborative approach 
with suppliers, resulting in more trust in the way the 
benchmark is carried out. this should ultimately create 
a more positive discussion with suppliers, to ensure 
processes are being managed in the best possible way.
as part of centrica’s people management strategy, the 
company has made significant effort with partners to target 
attrition. examples include:

cross-skilling agents to ensure they learn new elements •	
‘agent/advocate/expert’ model to differentiate between •	
agents, so they are remunerated accordingly and are 
incentivised to stay longer
incentivisation where appropriate – e.g. debt collection•	
‘team talk Live’ – replicating senior team updates given •	
by executive members to employees in the uK and india 
face-to-face
visits from senior members of the company, to re-inforce •	
the importance of offshore operations 
values – british gas values shared across offshore •	
operations and sit alongside suppliers’ values 
a number of csr initiatives have been established  •	
and supported through staff volunteers. 
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Graham Jump from Consolve Consulting 
provided food for thought with his insightful 
paper on value for money

value for money (vfm) in outsourcing deals is often best 
understood at the start, after the rigorous ‘strategic review’ 
and ‘procurement’ phases called for by best practice. 
however, as time moves on it becomes more and more 
difficult to have confidence in the ongoing value of an 
outsourcing contract at any point in time, argues graham 
Jump. how does the client organisation gauge whether the 
contract remains vfm against some supposed ‘fair market 
price’ at any time? 

assuming that vfm is realised in the first instance 
how can you maintain the value over time relative to 
the snapshot at inception? Marketing professionals, in 
suppliers, consultancies and indeed developing countries, 
frequently proclaim “the next 10 offshoring destination 
cities in china” or that “ghana is the 15th best destination 
for outsourcing in the world”. these are of course pr 
exercises and national governments promoting their 
economies but can result in pressure from executives to 
shave costs through fine-tuning offshoring decisions, or 
concern that others are getting a better deal.

in consolve consulting’s paper, graham Jump used a 
simplified view of an it outsourcing environment in order 
to focus on the question: how do you deal with the idea 
that the outsourcing market is constantly moving ahead 
and leaving you disadvantaged? the paper showed insight 
and innovation, impressing noa judges. 

 why vaLue for Money
there are many definitions of outsourcing but most, if not 
all, would include the sense of taking a function or service 
that was once performed inside an organisation (client) and 
entering into a commercial contract with an independent 
organisation (supplier) who would then perform the 
function or service in return for a fee. in so doing, the client 
aims to achieve some advantage. 

it is self-evident that in the vast majority of transactions, 
part of the advantage must be an improvement in vfm – for 
example, a cost reduction for the same level of service; 
improved service at the same cost; or even improved 
service at increased cost. in fact, some argue that cost 
reduction is the single most prevalent reason organisations 
outsource in the first place.

so far, so obvious. but because vfm may be regarded as 
part of the essence of outsourcing, it follows that the client 
organisation is faced throughout the life of the contract 
with the question of whether its outsourcing arrangements 
remain vfm when new technologies, improved business 
processes, competing supplier organisations and 
developing offshore locations are all constantly acting to 
drive costs down. it is easy to worry that your three (or five, 
seven or longer) year contract pricing would no longer be 
competitive in the market.

the problem is, unlike it hardware, or power, or office 
floor-space, it is very difficult to know what a current fair 
market price for an outsourced function or set of services 
would be. 

 a coMPLex issue
it is appealing to interpret the ever-present concern over 
value for money in outsourcing as a consequence of the 
clearly ‘imperfect’ nature of the outsourcing market, 
argues Jump: the goods are not uniform, especially when 
aggregated; they are subject to rapid change; there is 
limited exchange of information (hence the demand for 
benchmarking substitutes); switching costs are high, etc.

value for money in outsourcing is subjective, complex, 
and context specific. it is true that the individual services 
within an overall information services outsourcing contract 
may be commodity-like (e.g. service desk, pc break fix) but 
perhaps the sourcing of a number of commodities from a 
single source, so that ‘the whole is greater than the sum of 
the parts’, introduces a non-commodity character and thus 
begins to cloud the overall value.

 noa award: 
 acadeMic achieveMent
 winner:  
 grahaM JuMp, consoLve consuLting
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Centrica has set a shining example with 
its work in India over the past three years. 
Here’s how the company made a difference

centrica has been running outsourced operations in india 
for over three years and was keen to extend its uK values 
and principles to the organisations it works with there, with 
the creation of corporate social responsibility projects. With 
this aim in mind, one of the company’s partners in india 
commenced volunteering activity in building and setting up a 
primary school: the oM Memorial school.

the oM school, built by centrica and its indian 
colleagues, is an indian ngo focusing on providing a 
quality education for children whose families earn less than 
3,000 rupees (£40) a month and who all live in the local 
‘slums’. the school teaches in english and has a structured 
day and curriculum. 
centrica took the project on with several objectives in mind: 

to deliver a sustainable initiative that would provide •	
benefits to local deprived children and their families
to provide a focus for volunteering opportunities for both •	
eXL staff, british gas and centrica personnel in india
enhance levels of engagement within indian personnel•	
build an effective bridge between the uK organisation •	
and outsourced operations.

 how did they do it?
the project was initiated on the back of a visit from 
centrica’s coo to the oM school in May 2008, where 
he asked the charity head what his aspiration was for the 
primary school. his reply was that he wanted a secondary 
school so children could complete their full education. 
the stages that followed were:

investigation into the costs and feasibility of building a •	
school and a seven year lifecycle of operating costs
decision and approval given •	
dite search and negotiations with landlord •	

 More than cost-cutting
it is important to clarify outsourcing benefits over and 
above ‘mere’ cost savings. its benefits can indeed be 
strategic, but with is budgets against turnover in the three 
to five per cent range, even a saving of 30 per cent will be 
marginal to the business as a whole: worth having but not 
at the expense of focusing on delivery.

best practice behaviour at the outset includes the 
rigour of the procurement process, the level of contract 
detail and the duration of contract. during operational 
delivery, service management (sLas, change control) 
and relationship management (communications and 
governance) come to the fore and must all be robust.

Jump’s crucial message is this: value for money in is 
outsourcing will be more effectively driven by attending to 
best practice than to marginal cost improvements: you will 
only get excellent value in is outsourcing by managing the 
contract excellently.

 noa award: 
 corporate sociaL responsibiLity
 winner:  
 centrica
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school building – 12 classrooms, landscaping, etc •	
school fixtures and fittings plus decoration •	
school inauguration •	
school opening. •	

 a LittLe heLP froM staKehoLders
centrica’s stakeholders in this initiative were diverse with 
all of their drivers:

the oM foundation – their aspiration of having a fully •	
functioning and resourced school has been met 100 
per cent 
they facilitated the engagement of a number of other •	
businesses in india – pearson group, eXL, hewitt – to 
support the initiative
british gas – the company’s services business, business •	
to business operation and colleagues in the us were 
generous in their fundraising (over £15k was raised by 
individuals)
eXL – their staff have played a vital role in the •	
development and engagement with the pupils in 
the schools through their volunteering activities. 
this proved one of the key measures of success for 
the project, in harnessing the enthusiasm of the eXL 
team to go into the school and work with the children 
there are now over 50 regular volunteers who will spend •	
a couple of hours each week (built into the school 
timetable) to continue the volunteering activities. 

 innovation in sociaL resPonsiBiLity
the whole project has in effect proved innovative, as was 
demonstrated by the following measures:

the desire to build a school and continue to provide free •	
education
the finding and building, furnishing and decorating of •	
the school in a remarkably short time
the response from the local community•	

the partnership with the oM foundation has been truly •	
innovative, as they have embraced centrica’s engagement 
in the whole initiative, meaning the company has played a 
key part in the design and decision-making process right 
the way through the project, and now sit on the school 
management committee
the engagement and support of eXL staff in working •	
with the children. 

“the oM school project is a perfect example of our 
desire and commitment to work with and alongside local 
communities,” says anne Minto obe, centrica director of 
human resources. “the success of the scheme can be seen 
through the smiles on the faces of both the children and the 
staff who now have a wonderful facility, in which to really 
help the prospects of so many.”

 LooKing ahead
but centrica’s commitment to corporate social responsibility 
doesn’t end there. british gas and eXL have made the 
decision to continue to support the school for the duration 
of centrica’s time in india. they have encouraged the school 
to look for ways of commercialising its assets for the wider 
community – for example, by providing adult education – 
and this plan is in development. 

additionally, there is a second phase of building to be 
completed in 2011 for which funds have now been raised. 
centrica’s teams in india will continue to play an active and 
proactive role in the development of the children.

“this has given us an opportunity to scale up our 
activities and helped us to take the school to the next 
level,” concludes sanjay drabu, founder and trustee of the 
oM foundation. “Moreover they helped us to bring to life 
the dreams we had for our kids.”
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 noa award: 
 business process outsourcing (bpo) proJect of the year
 winner: 
 nhs shared business services
 highLy coMMended:  
 firstsource and bsKyb 

Firstsource demonstrated best practice in 
rightshoring in its BPO contract with BSkyB. 
Here’s how they did it… 

firstsource’s bpo partnership with bskyb started as 
a pilot project in 2001, with 30 ftes in bangalore. the 
account now employs around 2,200 staff across three 
locations –bangalore, Mumbai and Londonderry – 
demonstrating a rightshore approach to outsourcing. 

the outsourcer provides a wide range of outsourced 
services for bskyb, focusing on technical support, customer 
service and back office administration. the breadth of 
service spans technical support for digital tv services, such 
as remote handset or signal issue resolution, to general 
customer inquiries, package information, service additions, 
billing and package upgrades. in the back office, firstsource 
carries out email processing, contract processing, 
correspondence indexing and mandate processing. 

 the oBJectives
sky’s guiding principle underpinning every aspect of its 
business is “believe in better” and the company expects 
its outsourcing partners to help reinforce this principle. 

the service provider’s customers have a choice of 250 
channels and six pricing packages. firstsource’s agents 
help customers choose packages to suit their individual 
budgets, preferences and lifestyles and up-sell other 
products such as sky talk telephony, sky plus, hd  
and broadband. 

bskyb aims to deliver best value to customers. 
firstsource therefore set out to improve customer service 
while reducing operating costs through delivering highly 
productive operations, structured to support periods of 
peak customer call demand. 

 where are they now? 
firstsource started working for sky in december 2001 and 
the project has developed incrementally over the years to 
over 2,200 staff onshore and offshore. the three principals 
for the sky account are:

first-time resolution 1. 
sales through service 2. 
sky cares 3. 

first time resolution (ftr) means ensuring customer 
satisfaction and minimising costs through resolving the 
customer’s issue on the first call. firstsource has improved 
ftr at sky more than any other outsource partner, it claims.

using a sales-through-service approach, firstsource 
has contributed additional revenues to bskyb through 
over 100,000 premium channel upgrades. for example, 
technical support calls handled by the outsource provider 
generate a significant number of upgrades to premium 
channels per week. 

sky measures customer experience and satisfaction with 
sky cares, its customer quality guideline. 
bskyb launched its ‘cares’ customer experience 
principles in november 2007. the principles encourage 
customer service agents to: 

get connected •	
show appreciation•	
take responsibility•	

be enthusiastic on every customer call. this programme 
defines how sky aims to interact with customers to ensure 
that every contact is a personalised conversation focused 
on customer resolution. in february 2009, firstsource was 
consistently achieving 7.8 out of a possible 10 – the highest 
of any bskyb outsourcer.

firstsource’s team has carried out process mapping 
and re-engineering on sky’s processes. Local operational 
teams have undertaken projects to improve efficiency and 
effectiveness, including improving sales through service 
performance, reducing handling time, improving shift 
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patterns to achieve best fit of resource to customer peaks, 
and driving improvements in issue resolution. 

the commitment of firstsource managers and team 
leaders to drive process improvement is a special feature 
of the company’s relationship with bskyb, and has 
identified many best practices that have been rolled out to 
the entire bskyb customer service estate. 

 how firstsource stands out
customer feedback from regular agent focus groups 
provides valuable information about issues that customers 
regularly experience and helps to identify areas to be 
resolved by firstsource.

agents are trained in empathetic listening, raising 
awareness of customers’ environments and external 
influences. this enriches customer experience and 
improves suitability of recommended products. they also 
follow a call resolution process, focused on ftr. staff are 
trained to up-sell where appropriate to the customer’s 
needs, not only resulting in happier customers, but 
increasing average revenue per customer. 
for bskyb, this relationship is unique for the following reasons: 

no other partnership achieves this level of performance •	
against key measures 
no other partner is so good at process improvement•	
no other partner created concepts like the customer •	
experience room, training in empathetic listening and 
on-screen simulators
this is a true value-added partnership, where firstsource •	
initiates measurable benefits to  
bskyb’s business.

in the words of the clients themselves: “firstsource 
is a key partner for sky, demonstrating flexibility and 
innovation. Most importantly, firstsource consistently 
delivers a high standard of performance and support to 
our customers,” says the head of customer and technical 
outsourcing, bskyb. 

 noa award: 
 it outsourcing proJect of the year
 winner: 
 capgeMini
 highLy coMMended:  
 butterfieLd banK and aLsbridge 

Alsbridge showed professionalism and 
provided invaluable advice to Butterfield 
Bank during their IT outsourcing process. 

supporting a client on designing and implementing a 
significant business transformation programme is what 
many outsourcing consultants are aiming for. and if that 
programme happens to be located in the balmy climes 
of bermuda and cayman, so much the better, says 
outsourcing firm alsbridge.

early in 2009, a team of alsbridge consultants found 
themselves in this situation – and although both the 
challenge and the environment seemed to be the stuff that 
dreams are made of, the programme itself required a huge 
amount of effort from both the consultants and the client 
to drive it through to a successful conclusion, in a timescale 
which met business requirements.

butterfield group is a full service community bank and 
a provider of specialised international financial services. 
the headquarters and largest operations are in bermuda, 
where they were established in 1858 as the island’s first 
bank, and they continue to play an important role in the 
local economy. the bank also has operations in other 
markets including cayman islands, bahamas, the uK and 
switzerland.

 aiMing high
butterfield had two main objectives from the programme:

to improve the robustness and resilience of it operations1. 
to replace the ageing core banking models with a new 2. 
state-of-the-art system, which would become the model 
for its operations globally.

outsourcing was regarded as the best possible approach, 
because the bank would be able to partner with an 
organisation that could:

migrate the it operations to centralised, robust, sas70 •	
compliant data centres 
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leverage best practice management to improve service •	
to the business and provide a single method of operating
consolidate processes for the bank globally•	
offer experience in delivering large transformations.•	

butterfield engaged alsbridge to support the bank 
through the outsourcing process – to help define their 
requirements, develop a detailed business case, develop 
a structured sourcing process, negotiate a robust contract 
and support the transition to the new environment.

the project started in March 2008. the bank asked 
alsbridge to work collaboratively with a specialist banking 
consultancy, speer & associates (s&a) in order to provide 
the best possible service. the bank hoped they would 
achieve a greater synergy combining the talents of the 
consultants – s&a’s in-depth banking experience would 
complement alsbridge’s outsourcing expertise to provide 
an optimum service.

the eight-year deal encompassed the transition of 
all existing it infrastructure into world-class data centre 
facilities, whilst introducing procedures for all elements 
of it. it also covered transformation of the business, 
implementing global banking systems (core banking, 
risk, atM/pos) which are the template for all jurisdictions 
within the butterfield group.

the bank finance function worked closely with the project 
team to develop a detailed business case and assess a 
range of scenarios. it was clear that the deal would result in 
a cost saving of around 20 per cent compared with the cost 
of delivering the programme in-house. and despite the 
large up-front investment in transition, transformation and 
change, payback would be within three years.

 showing Best Practice
alsbridge demonstrated best practice and can be held up as 
an example to the outsourcing industry in the following ways:

the process was well thought through (using alsbridge’s •	
leading fastsource methodology as a starting point) 
and was clearly communicated to both the business and 
the suppliers, so that there were no surprises

this initiative was personally sponsored by the group •	
ceo, and taken forward by the group coo and 
therefore had the right level of executive sponsorship 
the key business stakeholders were all engaged on a •	
regular basis so that they built their ownership, and all 
key commercial and solution decisions were formally 
approved through the governance structure, so that the 
deal team was never exposed
alsbridge worked jointly with specialist banking •	
consultants s&a, bringing the best of outsourcing and 
banking experience together. in addition, expert legal 
counsel from hunton & Williams was engaged to drive 
the contracting process. Most critically, the core team 
also included key bank personnel.

alsbridge have worked hard with butterfield bank to earn a 
position as a trusted advisor, and are now working with the 
bank to help implement the deal.

in the words of butterfield group coo Will dolloff: 
“alsbridge have provided expert advice throughout the 
process. 

“the knowledge, professionalism and hard work of 
their team on the ground has helped us to shape a deal 
with eds which will enable us to improve our systems, 
realise significant efficiencies, and enhance our operating 
capabilities going forward, to the benefit of all our 
stakeholders” he concludes.
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 virtuaL 
 insanity?

feature

as the green movement grows alongside the government’s 
commitment towards making its it operations carbon 
neutral by 2013, and the nhs’ announcement that it plans 
to slash its carbon footprint through virtualisation and 
cloud computing, virtual technologies are becoming 
increasingly widespread – and hitting the headlines, too. 

the focus on cost-cutting while improving efficiency has 
also been a catalyst for the centralisation and consolidation 
of technology deliverance, and has seen a move away from 
disparate desktop systems over the last few years. 

but what are the drawbacks to moving technology 
to a virtual space; a ‘cloud’ system? does the concept 
lack definition at this stage? gary barnett, partner and 
chief technology officer at research and consulting 
firm the bathwick group, said in a recent interview for 
sourcingfocus. com that part of the problem with cloud 
computing is that currently, it means “everything to everyone”. 

instead, he argues, it helps to think of cloud computing 
as a spectrum: “at the one end, you have full service 

provision; then software-as-a-service (saas); then 
utility computing – companies like amazon with its ec2 
platform that offer computing cycles as a utility service,” 
he explains. but whether it’s saas or utility computing, 
the cloud element implies a level of automation and 
virtualisation that hides the complexities associated with 
scaling usage up and down – a capability that he refers to 
as ‘elasticity of supply’. 

here, we take a more in-depth look at the benefits and 
potential drawbacks of virtualisation, cloud computing and 
hosted services, according to the experts. 

 virtuaLisation
there has been a great deal of talk about 
virtualisation in recent months, but what might its true 
benefits be? it operations are said to be responsible 
for something in the region of one billon tonnes of 
c0² emissions each year. one of the main benefits of 

As the fast-paced world of technology continues to evolve minute 
by minute, companies aiming to cut costs while improving efficiency 
are looking more closely to the clouds, says Nicolette Allen
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virtualisation is that it can reduce carbon emissions by 
decreasing the number of physical computer servers. 
fewer physical servers mean a smaller electricity bill 
from the reduced amount of hardware and the fewer 
cooling systems needed.

environmental benefits aren’t the only advantage 
to virtual technology solutions, though. “used in the 
right way, virtualisation can actually be a powerful 
way to drive down costs and increase flexibility – and 
it’s certainly becoming a feasible option for growing 
businesses,” says ben gladstone, ceo of it support 
provider conosco.

at a glance, these further benefits are attractive. 
virtualisation can save costs by reducing the number 
of physical servers, increase reliability by keeping 
critical servers separated and reduce downtime. “by 
reducing the number of physical servers for example, you 
automatically cut your upfront capital expenditure and 
installation costs,” explains gladstone. “Whether you’re 
a startup or have ageing servers, virtualisation  
can radically reduce your it budget. 

“similarly, the running costs of virtual servers are 
lower, due to fewer physical parts to maintain and 
replace – and with less power consumption, they are 
greener,” he adds.

for reliability, it’s better for a business to run each of 
its central applications (such as exchange or sQL) on its 
own server, argues gladstone. “but few applications use 
the power of a whole server – most servers rarely use 
even 10 per cent of their capacity,” he says. 

“this represents a huge waste of capital, power and 
support costs. the answer is to get many ‘virtual’ servers 
to share one physical server so you can reduce costs 
as well as being kinder to the environment.” a virtually 
perfect solution, perhaps?

 cLoud coMPuting
the concept of cloud computing first began to grab 
people’s attention last year during 2009, argues graham 
beck, senior sourcing advisor at pa consulting group. 
“understandable scepticism has matched the ballyhoo 
and media coverage that has been attributed to the new 
wonder it solution, though,” he argues. “reality currently 
sits between the two extremes of interpretation.”

the cloud allows a vast amount of data to be 
accessed with relative ease. also, according to beck, it 
offers a greater flexibility and speed of response (whilst 
directing potentially overall lower expenditure away 

from capital assets). “all of these things are attractive 
propositions in today’s cash strapped, but ‘give it to 
me now’ world,” he adds.

but the notion of cloud computing is yet to 
completely convert the masses. What is holding it 
back? “it is the current immaturity of the cloud service 
offerings that are effectively applying the brakes to 
mass take-up,” says beck. 

“Questions over security, access, data placement 
geographically, poorly defined service levels and 
complicated pricing models all combine to make the 
seasoned it director cautious. entrusting the organisation’s 
intellectual capital and corporate information to such an 
environment is a highly significant step.”

and how will this be changed? “suppliers of cloud 
services will address this immaturity through competitive 
pressure and the debate will then move to a new level – 
what applications are best suited to cloud use and how 
to connect them with the traditional it world,”  
beck concludes.

 hosted services and saas
hosted services, or software as a service (saas) solutions 
first started making headlines in early 2000 and have 
been gaining momentum ever since, as a model whereby 
an application can be licensed to customers for use as a 
service on demand. 

frank sherlock, svp at customer relationship 
management software provider convergys says: “the 
hosted model allows for unprecedented flexibility. 
rather than simply paying a fixed up-front license fee, 
customers can fund the new technology on a per-user, 
per month basis, or use more specific metrics, such as 
call completions. 

“as such, organisations can closely link their software 
requirements to their business needs, adding users as 
demand grows.”

a further advantage is that saas solutions lift the burden 
of in-house support, as the applications and associated 
data are all hosted remotely. this means companies can 
try out new service technologies without worrying about 
ongoing support once they go live. 

“by using hosted services, businesses can have access 
to the right software from the right technology partner; 
ensuring vital functions are performed whilst not wasting 
money or labour. this flexibility will be crucial to any 
company wishing to make 2010 a successful year,”  
concludes sherlock. 
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during difficult times, many organisations would prefer not 
to invest the capital needed to build and run their own next-
generation data centres. they would rather look to external 
providers to deliver their it services in a more cost-effective 
manner than traditional outsourcing and hosting. 

this article provides further insight into some of the 
challenges and choices that organisations need to consider 
as we enter the next decade.

it services are evolving from the one-to-one contracts 
associated with outsourcing and hosting to increasingly 
industrialized one-to-many service definitions, cost 
structures and pricing.  it is time for organisations that 
are looking to simplify and reduce the cost of their 
infrastructures to evaluate all approaches to industrialized 
services as part of their it sourcing strategy. 

changes in technology continue to open new 
opportunities to source it capability. as a result, gartner 
believes that the it services landscape is now at an inflection 
point where a new bar (standards for delivery, pricing 
and thought leadership) has been set, and new lines are 
being drawn for categories within the it services provider 
landscape. the playing field is being redefined, the players 
are changing, and buyers’ expectations are shifting.

the emerging technologies such as cloud computing and 
unified communications also present new challenges and 
risks for both implementation and ongoing service delivery, 
particularly where traditional delivery models are no longer 
appropriate. there are a number of areas that organisations 
need to consider first:

taking a pure product procurement approach is unlikely 
to achieve the desired outcome. 

simply focusing on the evaluation and selection process 
is not enough to make a deal effective without a sound 
sourcing strategy and deal management activities. using 
buying services such as those now being offered through 
the cloud purely to make cost savings is unlikely to succeed. 

before evaluating service providers, an agreement should 
be established to define what outcomes are required. 

While using new delivery models such as cloud services 
should speed up evaluation and selection and avoid 
complex contract negotiations, but how can you ensure you 

This article was written by Ian Puddy, Managing Partner 
for Gartner EMEA Sourcing Practice, and Robin Wilson, 
Vice President Gartner Sourcing UK. Gartner delivers 
the technology-related insight necessary for our clients 
to make the right decisions, every day.

achieve this? always start with a simple business case that 
addresses the question: “Why are we opting for these new 
services, and what do we want to achieve from the deal?” 

Managing the deal: in early outsourcing deals, some 
enterprises incorrectly assumed that minimal internal staff 
were needed to manage the deal and relationship with 
providers, and did not build these resource costs into their 
business case, while others micromanaged the deal. 

use service reviews: use regular deal reviews to achieve 
cost and service improvements. the good news is that, in 
contrast to outsourcing where contractual benchmarking 
provisions were essential and complex to execute, most 
cloud services deals will have short-term contracts that will 
encourage providers to introduce innovation. 

benchmark to review value for money: Whilst it is 
possible to use the pricing of external competition as an 
easy way to benchmark and review the value for money you 
are achieving, it is important to understand that there are 
switching costs involved; so, cost savings may be less than 
you expect if you do switch. client organisations sidetracked 
with other operational issues may well miss this quick and 
inexpensive benchmarking approach and therefore not 
realise the savings.

during the course of this year, gartner will be 
holding a number of briefings on these topic areas. if 
you would like further details of these briefings or wish 
to receive further information from gartner, please 
e-mail consultingclinics@gartner.com.

roBin wiLson ian Puddy
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65% of the Fortune 1000 and 80% 
of the Global 500 support their key 
technology and sourcing decisions 
with Gartner insight. 

why shouLd you?

1. gartner advantage
strategic Partner in every critical decision you Make
Global Perspective and Reach: 60,000 clients from 80 countries
Trusted Source: Quoted average of 70 times every week
Independent & Objective: no relationships with hardware/software vendors
Industry Perspective: 5 key industries with regional focus
Sourcing Expertise: only fully integrated research, benchmarking, 
and consulting firm focused on strategic sourcing 

2. research
Provides independent thought Leadership to for Key decision-makers
•	 Over	650	dedicated	Research	analysts	worldwide	conduct	

260,000 one-on-one inquiries annually
•	 Cover	175	technology	segments	across	industries	

3. consuLting & BenchMarKing
operationalises value and serves as Basis for fact-based analysis
•	 Over	500	consultants	worldwide	conduct	over	1,500	

engagements and 1,000 benchmarks annually
•	 World’s	largest	repository	of	IT	metrics	including	1,400	

organizations and 17,000 benchmarks

4. sourcing focus
supports our clients through the full sourcing Life cycle
•	 Gartner	analyzes	80%	of	all	IT	sourcing	deals
•	 Sourcing	represents	about	20%	of	Gartner	revenues

 events
Brings executives together to share Lessons Learned, solve 
Problems & gain gartner insight
•	 12,000	Gartner	briefs	annually
•	 70	events	annually	attended	by	42,000	business	and	

technology professionals
small sample of 2010 conferences:
•	 Cannes	Symposium—November	8–11,		Outsourcing	&	 

it services summit—september 20–21
•	 From	Virtualization	to	Cloud	Computing:	Impact	on	

infrastructure & operations Local briefings: 
•	 London:	9	March,	Brussels:	20	April,		Netherlands:	21	April

how do you get started?  
e-mail: consultingclinics@gartner.com
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The coming year looks set to be an exciting 
one for the utilities and telcom outsourcing 
sector, following a plethora of activity 
including new partnerships in 2009. 

Mobile heavyweights orange and t-mobile have been 
cleared by european regulators to go ahead with their 
proposed merger, creating the vic’s largest mobile provider. 

this is an exciting start to 2010 but telcoms and network 
outsourcing has had its fair share of ups and downs over 
the past 12 months, according to industry experts. alistair 
Maughan, partner at Morrison & foerster LLp, argues that 
2009 saw something of a slowdown in the transformation 
of the sector: “More sophisticated network and telcoms 
outsourcing – such as the transformation to voip platforms 
– was put on hold, at least temporarily, last year,” he says. 

however, the telcoms industry has also received praise 
for its it spend during the recession. furthermore, the 
industry received acclamation for many outsourcing 

 Loud  
 and cLear

contracts. its success was attributed to the competitive 
nature of the industry and consumer demand for service 
providers to deliver rich applications at lower costs meaning 
industry experts could not afford to make mistakes. 

January 2010 hinted that the industry may return to 
more challenging times, however, when a study revealed 
widespread dissatisfaction amongst large enterprises 
with telcom and network sourcing projects. a study 
conducted by forrester consulting on behalf of hudson 
& yorke earlier this year showed that large enterprises 
globally are losing £12bn annually through failures in the 
sourcing and governance of their telcom services. these 
losses are due to 80 per cent of all telcoms sourcing 
projects not being as efficient as they could be, the survey 
indicated, with firms potentially able to save a much 
needed 20 per cent on each contract spend.

so, what next for the sector in the months to come? 
harry Mcdermott, ceo at hudson & yorke, suggests that 
managed mobility services will become a big issue in 2010, 
and expects to see a big mobile operator acquire a major 
player in the fixed telco or it outsourcing space. 

“technology is becoming more intricate, mergers and 
acquisitions are on the cards and companies will start to 
look at outsourcing for growth rather than cost reduction. 

“this will ensure that telcos and utilities outsourcing in 
2010 can spend more management time on innovating new 
products and services,” he believes. 

alistair Maughan argues that the next big stage of 
transformation in utilities is via smart metering.  

“this will involve a mix of it and networks engineering 
plus, of course, issues as to how to handle the vast 
amounts of data that would be generated by such 
metering projects,” he argues.

“in most cases, utilities will look to roll-out this type 
of project in conjunction with a large and sophisticated 
service provider in an outsourced or semi-outsourced 
fashion,” he concludes. 

55 per cent of telcos to •	
increase outsourcing 
firstsource solutions’ research 
predicted a boom in telcoms 
outsourcing, with 55 per cent of 
companies planning to increase 
sourcing in the next 12 months. 

utilities and telecommunication news 
read aLL aBout it!

avg signs outsourcing  •	
deal with ntl:telewest
internet security firm avg 
chose ntl:telewest business to 
deliver a telcoms system for 
customer support. 

dundee call centre  •	
creates 40 new jobs
dundee domestic utilities 
advisor call centre dynamics 
revealed it would create an 
extra 40 jobs in 2010. 

united utilities to divest •	
outsourcing business 
united utilities announced  
it was selling off its metering, 
waste treatment and 
connections bpo business.

sector anaLysis
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from a country known more 
for pyramids, sphinxes and 
sand, egypt has undergone an 
impressive metamorphosis and 
truly blasted onto the outsourcing 
scene in 2009, argues toby Brown

Egypt has taken the UK by surprise, 
moving from almost nowhere to 
become an IT and outsourcing 
powerhouse in less than twelve 
months. As is usually the case, there 
has been a fair amount of legwork 
behind this sudden ascension going 
back far beyond 2009. 

On the political stage Egypt is not 
known to be a big player, gaining 
more notoriety for its sometimes 
harsh legal system. However, the 
country packs more of a punch on 
an economic level. Unbeknownst to 
many, Egypt ranks second only to 
South Africa in GDP for the entire 
African continent. The country 
has not reached this lofty position 
through luck however – much of its 
recent economic growth has been 
driven by its incumbent government. 

In 2005, Prime Minister Ahmed 
NAZIF’s government reduced 
personal and corporate tax rates, 
energy subsidies, and privatised 
several enterprises. The aim was to 
make Egypt a better place to do 
business and encourage interest 
from outside investors. 

This led to a huge stock market 
boost and has seen GDP grow at 
about seven per cent each year since 
2006 to reach $444.8bn in 2008. Such 
impressive reforms and growth has 
won praise from the World Bank who 
placed the country in the world’s ‘Top 
10 Most Active Reformers’ for the 
fourth time in a row. 
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but it’s not all rosy. as with most countries involved in the 
global economy, egypt has also been hit severely by the 
worldwide financial crisis. though not sinking as deeply 
as many, the country’s gdp growth slowed significantly 
in 2009. With current estimates stating figures as low as 
4.5 per cent. the global slowdown has clearly wreaked 
its havoc on the egyptian economy. but the country 
hasn’t rested on its laurels in the face of this adversity, 
responding through trade diversification. 

the uK’s trade relationship with egypt has a long 
history, going back almost 200 years. traditionally this 
trade has been in oil and gas, with the uK being egypt’s 
fourth-largest export market. however, in 2008, as with 
the us and uK before it, egypt became a net importer of 
oil. for this reason the government and businesses are 
investing in new export markets to maintain economic 
growth – the most successful of these is it and business 
process exports. 

 a fLourishing it industry
since 2008, egypt has been investing in the development 
of its nascent it industry through its dedicated information 
technology industry development agency (itida). While 
such development agencies are often underfunded 
government committees, egypt appears serious having 
invested millions into the industry’s promotion and 
development. in 2009 for example, few industry events 
went by without seeing the now well-known ‘egypt-on’ and 
itida liveries heavily displayed. 

of course, promotion alone cannot create a quality 
offshoring destination. egypt backs itself up with some 
impressive statistics. for example, a recent report, 
‘the shifting geography of offshoring’, saw global 
management consulting firm, a.t. Kearney place the 
country sixth in its global services Location index due to 
the country’s skilled, low-cost workforce. this is boosted 
through the country’s 300,000 new graduates each year, 
who have particular strengths in it and languages. 

the importance of funding both on the ground 
development alongside promoting a country elsewhere, 

has been demonstrated by egypt’s various educational 
initiatives. egypt’s european Language programme is 
training more french, german, italian and spanish speakers. 
While eduegypt initiative, an unprecedented university 
intervention programme, aims to train 20,000 professionals 
ready for the it and bpo industries annually by 2012. 

this is supplemented by a second programme which 
is aiming to train an additional 20,000 professionals in the 
same time frame. 

churning out so many graduates for the outsourcing 
industry has allowed egypt to keep costs relatively low. 
though due to its overall economic development, it cannot 
compete with much of asia or its sub-saharan rivals, the 
country still promises to be 20 per cent cheaper than 
eastern europe and north africa.

 the right PLace, the right tiMe
on the ground, egypt has invested in the ‘outsourcing 
city’ concept that has proved popular in other offshoring 
locations. its ‘smart village’, an it-focused centre on the 
outskirts of cairo, now accommodates 20,000 outsourcing 
workers, with capacity for another 60,000. its ‘Maadi contact 
centre park’ in cairo, scheduled for completion in 2012, 
will hold 45,000 bpo workers. growing the industry around 
dedicated business parks has allowed the installation of top-
level infrastructure and built-for-purpose real-estate rather 
than attempting to adapt existing premises. 

as with most african locations, egypt benefits from 
its timezone positioning, being only two hours ahead 
of London and within a few hours of most big european 
capitals. flight times are also attractive as egypt can 
be reached within approximately four hours from major 
european locations. 

all these factors have worked in the country’s favour 
over the last few years, especially in 2009. the country has 
grown from not making outsourcing shortlists to a real 
contender competing with the biggest established players. 
extensive deregulation and privatisation has seen a wealth 
of new investment, both from multinational call centre 
providers and companies purchasing services from the 
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country. for example, in the past 18 months the country 
has secured several major international contracts such as 
a new cisco contact centre, a $10m contract from google 
and a pledge from hsbc for a new regional contact centre. 
companies currently investing in the region also make an 
impressive list, from financial giant, citi bank through to it 
company, htc. 

however, while itida has succeeded in creating much 
interest in all things egypt, it is important to recognise the 
still nascent nature of its market. its largest bpo centre seats 
3,000 people, a middling-sized centre compared to many 
of the indian giants. Likewise the largest application and 
development centre is owned by ibM with just 500 seats. 

this said, observing the success that itida has had in 
2009 despite the global recession, more growth in profile 
and business ‘on the ground’ can only be expected in 2010. 
testament to itida’s heavy investment is the ict sector’s 
(including bpo) continued 20 per cent annual growth rate. 
this is likely to continue in 2010 as the country’s talent pool 
is clearly large enough to absorb many more contracts. 

captive outsourcing, made popular through 
deregulation, also looks set to see increasing interest. as 
a result of the ongoing growth of many ‘new’ offshoring 
destinations around the world and africa coming to the 
fore as a new sourcing talent pool, it seems 2010 could 
really be time to look again at egypt. 

 egyPt:  
 Key statistics

 
PoPuLation size:  
77.4 MiLLion

governMent:  
seMi-PresidentiaL 
rePuBLic

caPitaL city:  
cairo

graduates Per 
annuM:  
300,000 graduates

Languages 
sPoKen:  
araBic, engLish, 
french

tiMe zone:  
gMt + 2 hours

sPeciaList 
outsourcing 
sector:  
it, BPo
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An abundant technically skilled and 
uniquely multilingual talent pool…

The sustainable low cost of doing 
business…

A reliable and scalable infrastructure 
supporting your business…

Substantial ongoing investment  
and support…

A strategic, culturally rich and 
welcoming location at the crossroads 
of Europe, Africa, and Asia…

These are the reasons why Egypt  
is an outstanding destination for IT 
and business process outsourcing. 

Visit our website and discover why 
locating your business outsourcing  
in Egypt makes good sense.

egypton.com
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The preconception of major pharmaceutical 
firms as the closed-shop of drug production 
is on the road to change as research and 
development outsourcing continues to 
grow, argues Toby Brown

pharmaceutical companies are often thought of as the 
epitome of big business; the shadowy purveyor of new 
drugs to a waiting world. Whether this image is deserved is 
open to debate, but it’s certainly a misconception. 

Most large and medium-sized pharmaceutical 
companies operate in a complex, multi-faceted supply 
chain. the process of bringing scientific discovery through 
clinical trials and out into the medical market necessitates 
the involvement of numerous different parties. as 
competition increased and the recession hit, the concept 
of outsourcing returned to the fore to play an important 
part in the pharmaceutical industry – and it looks set for 
further growth. 

according to a recent statement from 
priceWaterhousecoopers: “pharmaceutical companies are 

 what the  
 doctor ordered?

now supporting a thriving services sector by outsourcing 
a broad range of skills and technologies required for drug 
discovery, development and manufacturing.”

the pharmaceutical outsourcing or contract research 
outsourcing (cro) industry is now estimated to be worth 
over $177bn globally, with providers ranging from specialists 
to bpo providers that have expanded their services. the 
reasons for looking to outsource may include building scale, 
increasing geographic coverage and augmenting specific 
skills and capabilities. 

“Large pharma companies also often outsource parts 
of their r&d value chain to improve productivity – to 
increase speed and reduce costs while meeting quality 
requirements,” says adwait bhagwat, of at Kearney 
management consultants. 

cro has seen significant growth through 2008-09 as 
the recession ran its course. though in previous years 
outsourcing has focused mainly on non-core processes, 
sophisticated providers are quickly taking on increasingly 
high-value tasks. 

in 2010 and beyond, industry watchers expect to see this 
sophistication of services continue. areas such as chemistry 
research, pre-clinical animal studies, clinical trials, document 
management, safety assessment and regulatory support 
are all predicted to grow. india has emerged as one of the 
leading providers in the area, but china has also seen growth 
of 16-18 per cent and values its industry at almost $1.70bn.

going forward, growth is expected in almost all areas of 
cro, painting a bright picture for the industry. however, 
while suppliers will continue to climb the ‘value chain’, more 
change is expected in the way outsourcing is carried out. 
increasing outsourcing skill from end-users will see them 
streamline their models to further cut costs, work to reduce 
risk in the supply chain and improve their overall processes. 
Large pharma companies are also likely to consolidate their 
outsourcing supplier rosters to reduce governance impact 
and improve overall manageability of relationships. 

contract manufacturing •	
worth $299bn by 2014 
the global pharmaceutical 
contract manufacturing 
sector is growing at 11 per 
cent per year and could 
generate $299bn by 2014, 
says bcc research.

here is a look at some of the stories making the headlines in pharma outsourcing over the past few months
read aLL aBout it!

few pharma plants will  •	
be sold 
the recent wave of M&a will 
lead to manufacturing over-
capacity at pharma companies, 
according to a report. 

Pharma “must change how •	
it sells products”
the drug industry must 
“fundamentally change” 
how it sells products, 
according to a report by 
deloitte consulting. 

Postmarketing outsourcing •	
worth over $1bn 
Quintiles and cerner 
combined their “unique sets 
of experience and expertise” 
to improve the efficiency of 
late phase research. 

sector anaLysis
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 LPo:  
 raising the bar

feature

the legal process outsourcing (Lpo) movement has gained 
significant momentum in the past year, as the practice 
started to become mainstream at law firms across the uK 
in 2009. a measure of its success came with a report from 
independent business analyst firm valuenotes last year, 
which indicated that the sector in india grew by 16 per cent 
in 2008–2009. additionally, by the end of 2010, indian Lpo 
revenues are forecast to reach $440m – an impressive figure.

the general consensus from those in the know is that 
2009 was a pivotal year in the Lpo industry, as it reaped 
the rewards for prioritising quality service provisions at low 
costs. according to paul Mcgolpin, director of legal services 
outsourcing at cpa global, 2009 was the year the Lpo 
industry cemented its position in the outsourcing sector: 
“Last year,” he says, “the business partnership that corporate 
and law firms were hesitant to embrace took centre stage, 
with headline news coverage hitting business pages of the 
national newspapers and specialist legal media. 

“instead of providers being forced to make a case 
for the outsourcing of legal work, corporates and, more 
recently, private law firms, have begun to speak publicly 
about its benefits,” he adds. 

Kulvinder reyatt, managing director for europe and 
asia at rr donnelley global business process outsourcing 
(gbpo), agrees that Lpo is finally having its chance to shine: 
“few industries have thrived in the recession, but Lpo is one 

exception, having made headlines throughout the year for 
significant deals involving some of the world’s largest law 
firms,” Kulvinder points out.

but what has happened to aid success in the sector? as 
with many areas of outsourcing, the recession played its 
part, as companies with tightening purse-strings took the 
time to focus more closely on cost.

“as the cost-saving eye of company boards turned 
to their legal departments last year, in-house attorneys 
were forced to look at the value provided by their law 

firms,” explains Mcgolpin. 
“they decided it was no 
longer acceptable to pay 
hundreds of pounds per 
hour for a junior associate 
to carry out tasks that 
could be undertaken 
more cost-efficiently 
elsewhere.”

“increased costs of legal 
services, combined with 
the economic downturn, 
has led the Lpo industry 

to the brink of a ‘tipping point’ of maturity,” adds reyatt. 
“all businesses are looking at cost-cutting opportunities to 
get better value and efficiencies – and legal services are a 

Last year saw legal process outsourcing take on a life of its own, making 
national press headlines and thriving during a time of cutbacks. Nicolette Allen 
tells the story of the growth of LPO, with a little help from industry experts

“ increased 
costs of legal 
services and the 
recession have 
led Lpo to a 
tipping point  
of maturity.“ 
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key area of focus. both companies and law firms alike are 
using Lpo as a way of delivering lower-value tasks, enabling 
them to concentrate their investment on strategic legal 
challenges.”

 Money, Money, Money? 
it’s not all about cost savings, though, argue our experts. 
also contributing to the industry’s rise is the fact that the 
quality of work delivered by legal outsourcing service 
providers is improving constantly – a trend that more 
clients are beginning to tap into. 

“Lpo is not coming to maturity only due to the current 
economic climate – it is certainly more than just a reaction 
to the slowdown,” says reyatt.

indeed not. there are Lpo companies out there, 
managing to develop expertise in legal processes – and 
create quite a reputation for themselves. 

 “in the early part of this year, some sections of the legal 
profession were still claiming the service was peripheral 
in nature, regarding it simply as a means of shaving costs 
and reducing aspects of administrative burden. to some 
extent, Lpo was in danger of becoming associated with 
low-level, high-volume legal work, which has become a 
rather commoditised offering,” explains Mcgolpin. 

it’s a different story now, though, he argues: “for the 
leading Lpo providers the more disciplined approach 
extends far beyond volume work into a broader ‘legal 
services outsourcing’ offering, which is seeing providers 
increasingly take on the management of more sophisticated 
and strategic projects and becoming consultants to their 
clients, rather than just process providers.”

this improvement in service standards, and the transition 
of outsourcers from basic service providers to expert 
consultants, is due at least in part to the quality of staff in 
the outsourced centres. 

“We employ more than 600 qualified attorneys and 
technical experts in delhi, tapping into india’s large supply 
of high quality, english-speaking law graduates and 
experienced local lawyers,” says Mcgolpin. 

reyatt agrees with this encouraging analysis of Lpo 
professionals: “Lpo providers are not just hiring general 
administration staff to do this type of work. they are 
hiring paralegals and lawyers both locally and offshore, 
who have extensive expertise in this area.”

 LooKing ahead
What do the experts think about the future of Lpo? it’s 
optimism abound. “estimates for growth in legal services 
outsourcing range from 30-50 per cent, and as providers 
bed down their relationships with corporations and 
law firms, there’s scope for greater efficiency within the 
industry, improved cost savings and continued quality,” 
says Mcgolpin.

“in addition to volume legal work, leading providers will 
increasingly be taking on more sophisticated and strategic 
tasks across a whole range of work which doesn’t require 
a legal opinion, and law firms will need to make a finite 
decision on how they deal with this. 

“some will chose to simply ignore the existence of legal 
outsourcing and some will try to compete with providers. 
others, however, will begin collaborating, leading to even 
more high profile legal outsourcing announcements in 
2010,” he finishes. 

“We are seeing a trend of growth within our existing Lpo 
accounts, as well as significant new business opportunities. 
companies are becoming more and more open and 
realising the benefits of legal process outsourcing,” explains 
reyatt. “after all, if companies can get their non-core legal 
services delivered at a lower cost and to a high standard, 
then legal process outsourcing can be an appealing solution 
for all companies, large and small.” 

 case study:  
 big neWs in Lpo

Last year, the LPO sector created headline news 
on a global scale. CPA Global announced its 
partnership with mining giant Rio Tinto, with the 
former supporting Rio Tinto through a dedicated 
team of lawyers in India and the United States. 

Rio Tinto expressed its confidence that the 
initiative would be likely to save the company more 
than 20 per cent of its annual legal spend, without 
compromising on quality. The news prompted 
blanket media coverage and led to speculation over 
whether others would follow suit. 

They did: during the last six months of 2009, 
some of the UK’s best known corporations and top 
tier law firms have negotiated new deals with LPO 
providers; some publicly and others outside of the 
industry’s gaze. An example of things to come this 
year, perhaps.
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Malaysia has now firmly made 
its mark as the gateway to 
asia, making it a popular 
outsourcing destination  
in 2009, says emma thomas

Malaysia is home to centuries of rich 
cultural history, spanning multiple 
nationalities and religions. In the 
rainforests, ancient traditions and 
wildlife are preserved, while urban 
Malaysia showcases shopping, 
culture and business through 
modern, vibrant settings, and its 
world-famous beaches and resorts 
offer perfect holiday getaways. 

The Malaysian Peninsula was home 
to many Chinese and Indian trading 
outposts for centuries before Islam 
was brought to the country by Arabian 
merchants in the 11th century. Various 
items such as porcelain and spice 
were actively traded even before the 
state of Malacca and Singapore rose 
to prominence. Since the colonial era, 
Malaysia has earned the reputation 
of being an attractive location for 
investment and trade alike, exporting 
an estimated US $181.2bn worth of 
goods into the international trade 
marketplace in 2007.

The country has seen a real 
Gross Domestic Product (GDP) 
growth of 4.6 per cent per annum 
in 2008 with Malaysia’s GDP per 
capita at an estimated $15,700 
and GDP of $195bn in 2008. Both 
the country’s economy and its 25 
years of continuous growth, have 
positioned Malaysia as an economic 
leader in South East Asia, ranked 
higher in the GDP Index than other 
Asian destinations including the 
Philippines, Hong Kong and even 
neighbouring Singapore.
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Whilst some asian countries are still recovering from the 
east asian financial crisis in 1997, over a decade later, 
Malaysia’s economy has grown significantly, and has even 
been predicted to grow a further six per cent in 2010 
despite the global recession. experts predict this rise in 
gdp to be driven by both rising consumer expenditure and 
the number of companies seeking to utilise Malaysia as an 
idealistic offshore destination to outsource financial and 
technological based industries. 

 cuLturaL and PoLiticaL ties
on a political front, Malaysia as an ex-british colony operates 
a democratic parliamentary system whilst upholding a 
stable legislative and judiciary system. implementation of 
laws is robust, while public-private partnership between the 
Multimedia development corporation (Mdec), the body 
that directs and oversees Malaysia’s national information 
and communication technology initiative and outsourcing 
Malaysia (oM) provides for a consistent approach towards 
industry development. 

uK commercial ties with the asian country are very 
strong. both countries share historical and educational 
links, a familiar commercial and legal framework and 
the widespread use of english, which all make for good 
international business relationships. cultural affinity 
towards the uK makes Malaysia a sustainable, culturally-
sensitive location to the many uK companies that have 
outsourced there.

there are five cybercities within Malaysia in which 
companies can locate their business premises. these are 
supported by a high-capacity, digital telecommunications 
infrastructure designed to meet the highest international 
standards in reliability, pricing and key network features 
linking Malaysia to regional and global centres. 

Malaysia offers many incentives as an idealistic offshore 
destination, especially for it outsourcing, which has been 
the most dominant industry outsourced to the country 

in 2009. attractions of the country include the duty-free 
importation of multimedia equipment , excellent research 
and development (r&d) facilities including the region’s 
first Multimedia university for companies, and access to 
world-class physical and it infrastructure. additionally, 
Malaysia has considerably low wage inflation (5.5 per cent) 
and attrition rates (five per cent) compared to many other 
top asian countries.

 city Living
the popularity of the country has increased thanks to 
the high-quality, affordable, cosmopolitan living within 
Kuala Lumpur, its modern and vibrant capital city. the 
country also places high emphasis on education, with many 
students studying overseas at top institutions, including 
the uK’s prestigious oxford university and returning with 
credible high-class degrees. therefore, the country hosts 
a large talent pool with highly educated Malaysians with 
technical and managerial skills. 

adding further to its appeal, the country’s government 
is supportive of Malaysia’s outsourcing industry and 
works closely through oM. this small country of 24 million 
is hardly new to the business of global services – it is 
already host to dozens of multinationals that have tapped 
expertise in the energy, finance and logistics industries, 
many through captive arrangements. considered the 
world’s largest exporter of semiconductors and consumer 
electronics, Malaysia has infrastructure development, 
technological expertise and diverse economic activities,  
all of which are attractive to uK businesses.

in both its 2004 and 2005 global services Location 
indexes, consulting firm a.t. Kearney named Malaysia as 
a top three location for shared services and outsourcing, 
behind only india and china and just ahead of singapore. 
the ranking analyses the top 40 service locations 
worldwide against 40 measurements in three categories: 
cost, people skills and business environment.



outsourcing yearbooK 93

 focus on offshore destination: 
 MaLaysia

 a ProfitaBLe sector
Malaysia’s sourcing industry currently generates revenues of 
over us $1.5bn, including shared services and outsourcing 
revenues. Large global corporations like shell, dhL, 
convergys, ibM, accenture, tcs, infosys, L&t, and bMW 
to name just a few, have their global shared service centres 
located within the country. hsbc, for example, employs over 
3,500 resources at its Malaysian centre servicing its uK and 
global treasury, trade and retail banking consumers. 

companies like astraZeneca and rbc-dexia leverage 
Malaysia for high-value service capabilities in the 
pharmaceuticals r&d space, as well as for the design 
of structured financial products. thanks to Malaysia’s 
location, it possesses language capabilities spanning the 

entire breadth of the asian continent and oceanic region, 
with firms currently supporting over 35 different languages. 

the country is unique in the span of its offering 
capabilities, providing services and solutions in a multitude 
of areas including oil and gas, logistics and supply chain, 
financial services, contact centres, human resources, and 
financial analytics. in addition, r&d, multimedia, gaming, 
custom development and infrastructure management are 
available in abundance.  

With over 60,000 people currently employed in the 
sourcing sector and over 150,000 new graduates available 
in the market each year, Malaysia looks set to continue on 
its quest to dominate the financial services outsourcing 
market in asia.

 MaLaysia:  
 Key statistics

 
PoPuLation size:  
24 MiLLion

governMent:  
federaL constitutionaL 
eLective Monarchy, 
ParLiaMentary 
deMocracy

caPitaL city:  
KuaLa LuMPur

graduates Per annuM:  
150,000

Languages sPoKen:  
MaLay, engLish 

tiMe zone:  
gMt + 8 hours

sPeciaList outsourcing 
sector: financiaL 
services, contact 
centres, hr
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At Ventura we share our expertise to provide our clients
with market leading customer management services.

Our outsourcing solutions create opportunities to reduce
costs, improve efficiencies and deliver business excellence. 

Trusted by blue chip and government organisations, we
offer a range of services including on and offshore models.

With over 40 years experience, 8,000+ employees and
leading edge technology, your customers are in safe hands.

We’re experts in customer management outsourcing.

ventura.co.uk
marketing@ventura-uk.com

First Choice for Customer
Management Outsourcing

customer management / debt management / document management
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 taKing the Long view

review

it’s 2010 and we have finally entered the teenies, following 
the turmoil of the noughties. Many will be glad to leave 
the past ten years behind and move on as fast as possible. 
there was a brash exuberance for the first two thirds of the 
decade, but the past few years have been unprecedented 
in the scale of economic downturn and how dramatically 
things have changed. back in 2007, who would have 
imagined several high street banks in public ownership 
and a government effectively printing 
money to stimulate spending?

the recession affected businesses 
in myriad different ways, but one of 
the outcomes was that outsourcing 
slipped down the executive agenda 
and became less important for most 
managers. Many commentators went 
into the recession believing there 
was about to be a boom, especially 
in offshoring, as firms would try 
desperately to reduce costs.

the reality was subtler than the 
expectations. outsourcing requires 

a change in working practices, and change costs money. 
Managing large transition programmes with all the 
training and knowledge transfer activities they entail 
suddenly became prohibitive. even with an expectation of 
future savings, the up-front investment required to make 
outsourcing work meant that it was no longer as popular.

perhaps it’s just because we have not witnessed a 
serious recession for a long time – many people forgot 

As the UK finally crawls out of recession, the start of the  
new decade looks set to be an exciting time for outsourcing  
– and for the NOA, says Mark Kobayashi-Hillary. 

MarK KoBayashi-hiLLary  
is offshoring director of the NOA. 
He is a blogger and author of several 
books focused on globalisation and 
sourcing, including: ’Who Moved  
My Job?’, ‘Talking Outsourcing’,  
and ‘Global Services’. Mark is a 
visiting lecturer at London South 
Bank University. 

www.markhillary.com
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what would really happen. in the midst of the downturn 
managers were reviewing their business strategy, revising 
operational budgets, and reducing headcount before 
doing anything else. 

yet, noa research shows that by the end of 2009 around 40 
per cent of managers questioned were involved in reviewing 
and renegotiating their outsourcing contracts. outsourcing 
has returned to the top of the management agenda.

and expectations have changed during that time. before 
the slowdown, managers had an expectation of around 
seven per cent cost reduction from their outsourcing 
programme. now, that expectation of savings has doubled 
to 14.6 per cent. that’s an immense change. our experience 
of going through this recession has entirely shifted the 
expectation of what outsourcing can achieve, so managers 
are now just about doubling the amount of cost reduction 
they hope to achieve. one has to ask if that’s going to be 
realistic as we move further back into a growth cycle again.

but some of the most interesting data to come from the 
recent noa research is not just that attention has switched 
to renegotiating contracts, but how managers are doing 
this and what they are trying to achieve. according to our 
research, almost nine out of ten firms have asked, or will be 
asking, for a price reduction on an existing contract. 

so it’s clear the recession will be a key factor in what 
happens to outsourcing in 2010, probably in a positive way 
now the uK has officially left the recession behind. but 
there are a couple of other major factors that will shape the 
industry in the months and years ahead – one of which is 
the green issue.

the green agenda is coming back with a vengeance. it 
peaked soon after the 2006 al gore film ‘an inconvenient 
truth’ brought the issues of global warming into cinemas 
and living rooms across the world. the british government 
reacted in 2007 by creating their climate change bill, a 
package of legislative measures aimed at a government-
led approach to climate change.

this bill introduced the required legislation for a carbon 
reduction commitment (crc). the crc programme is 
aimed at the larger and largest british businesses; those 
that have both sizeable emissions and the scale to be 
able to take tangible and innovative steps. from this year, 
companies consuming greater than 6,000 mega-watt 
hours – an estimated 5,000 uK organisations – of electricity 
per year, will need to be signed up to the scheme. in 
the following years, emission allowances will have to be 
purchased for energy usage, while those that do not comply 
with the scheme will face punishment in the form of scalable 
fines. as an additional incentive to act, the department for 
the environment, those in charge of the scheme, will publish 

league tables of the best and worst performers.
this is a major commitment by the government and 

should be applauded, but there are a couple of key issues. 
first, the scheme is self-auditing – we are going to have to 
rely on the good nature of all those big firms and just hope 
that they are auditing themselves correctly. however, a firm 
that audits itself in a way that encourages fines would be 
like turkeys voting for christmas, so once the scheme is up 

and running it would 
help if a more robust 
monitoring system 
were introduced.

second, and more 
importantly for anyone 
involved in outsourcing, 
is the way the scheme 
ignores the complexity 
of modern supply 
chains. imagine a firm 
that is a big carbon 
polluter, with a few data 
centres and call centres 
spread across the uK 
and none of them 
particularly designed 
with the environment 
in mind. now, if they 
call up a big services 

supplier and transfer the properties and services over to 
them, then the crc audit will show a huge improvement 
for that firm – but nothing at all really changes for the 
environment.

Last year the noa launched a green steering committee 
in a drive to guide the industry in ‘greensourcing’ – 
particularly with the imminent launch of the crc in mind. 
it’s clear that environmental concerns will come back to 
bite those who thought they had been forgotten in the 
recession. service suppliers are really going to need to 
understand the crc and be aware of how it impacts the 
supply chain.

the other major issue coming up in 2010 is the general 
election, likely to be in May. because of the election and the 
potential for a change in political leadership, a lot of public 
sector decision-making has been on hold recently. after all, 
who would invest heavily in a programme of work approved 
by one government when another may slash it from the 
budget as unnecessary?

in last year’s budget, the government announced that it 
is seeking £15bn of efficiency savings across public services. 
the focus in the current spending review period is for £6bn 

before the 
slowdown, managers 
had an expectation 
of around seven 
per cent cost 
reduction from 
their outsourcing 
programme. now, 
that has doubled to 
14.6 per cent. that’s 
an immense change.
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of savings and an additional £9bn of savings will be sought 
between 2011 and 2013/14. the government has been 
borrowing at record levels to help the economy recover  
from recession so these saving targets are likely to remain  
– whoever wins the election.

outsourcing, or strategic partnering, could well present 
government departments with a viable option as they seek 
to implement change, re-engineer services and achieve 
efficiency savings. a strategic partnership is not just 
about achieving short-term savings – it’s about making the 
most of an experienced private sector partner to deliver in 
the medium and long term. 

it’s easy to get apocalyptic about what needs to be 
done to achieve savings, but the present government 
has started asking a lot of questions about what it should 
actually be doing and how it should be organised. if you 
designed government from the ground up today then you 
wouldn’t have dozens of departments with about half a 
million employees in total and each with a different hr, it, 
and other support structures all replicated. that kind of 
organisational design goes back about a hundred years.

so, there is broadly some strong support for the 
hypothesis that the government will use more outsourcing, 
but there are a number of differing views on whether it will 
be third parties or shared services within departments. it 
could in fact be something entirely more radical than just 
more outsourcing of the type we have seen over many 
years. the government g-cloud is being designed by 
the cabinet office at present and aims to create a shared 
service environment where commonly used services can be 
accessed in a trusted ‘cloud’ environment.

these are all big issues and outsourcing is at the 
forefront of changing and improving the way services can 
be delivered. the industry needs to start improving its 
reputation, for the public sector to continue buying into the 
sourcing philosophy. the man on the street still distrusts the 
concept of outsourcing so the benefits need to be sold on a 
far greater scale, and not just to corporate decision-makers.

this is where the noa is going to be focused in the 
year ahead. our own emphasis has been around industry 
guidance and best practice in the past. that’s not changing, 
but we are going to emphasise our role as an independent 
trade association rather more than before, to ensure we get 
a far greater amount of high quality research out there into 
the marketplace.

With our big events for 2010 already in the diary, the noa 
awards going from strength to strength, and a focus on our 
research output for the year, it’s going to be an exciting start 
to the new decade.

sales-emea@sitel.com
www.sitel.com
Freephone: 0800 444 221

Sitel has been ranked as top contact centre provider in the world for  
the second year in a row in the Black Book of Outsourcing Annual Survey.  
Notably, Sitel was ranked No. 1 in each of the contact centre attributes cited 
by respondents as ‘most important’ to client satisfaction: customisation, 
deployment, reliability and vertical expertise. To download a copy of the 
report please visit: www.sitel.com/information/blackbook

To find out how Sitel can help your company increase revenue and improve 
customer retention whilst reducing costs, contact us today.

The right response for every customer.
The right solution for every business.

Sitel - the leading contact centre 
outsourcing provider in the world.

000000 - Sitel 85 x 105 Artwork.indd   2 25/1/10   13:20:07



For more information on 
sponsorship opportunities, 
how to book tables and  
submit entries please  
visit the NOAAs website:   
www.noaawards.co.uk

Alternatively, please  
contact the NOA team on:
email: awards@noa.co.uk 
 tel: +44 (0)207 292 8686

Now in its seventh  year, the annual National 
Outsourcing Association Awards (NOAAs) 
is firmly established as the highlight in the 
outsourcing industry calendar.

Taking place at the Park Plaza Riverbank 
Hotel on Thursday 21st October 2010, 
the Awards celebrate best practice in 
outsourcing, recognising the efforts of 
companies and individuals who have 
demonstrated excellence in this field. 

2010 NATiONAl OuTsOuRciNg  

AssOciATiON AwARds  

FOR BesT PRAcTice  
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 event: steering committee  
 – talent Management & hr issues in a downturn 
 date: Wednesday 10th March 2010
 Location: central London

 tiMings: 9am – 11am

the noa’s 2010 mission is to improve the reputation of 
outsourcing and to further establish outsourcing as a 
highly regarded profession.

for this reason, we would like to invite our members to 
form a steering committee whose aim will be to drive this 
project forward throughout 2010, develop an activity plan 
and to identify ways in which the outsourcing community 
can help make outsourcing an even more desirable career.

this meeting, led by yvonne Williams a board Member 
of the noa, will also form part of a larger initiative whereby 
we hope to develop the issues raised into a thought 
leading white paper for the broader outsourcing industry.

additional topics discussed in this event include:
skills mapping

how to successfully analyse existing talent, map your •	
human resource and recruit new hires

role of training / upskilling
how an accredited qualification can improve •	
outsourcing as a profession

cultural
the importance of cultural balance on an outsourcing •	
workforce 

 event: steering committee  
 – innovation in outsourcing 
 date: Wednesday 31st March 2010
 Location: central London

 tiMings: 3pm – 5pm followed by networking drinks

the next innovation steering committee will explore the 
4 themes’ we identified in the previous meeting in more 
detail. these are:

What frameworks are in place within organisations •	
and partnerships to help drive innovation forwards? 
establishing a dedicated innovation framework and 
model for innovation could be key to addressing 
issues, and is an area the noa will look to focus on in 
the coming months identifying best practice that can 
support a long term relationship and evolving portfolio.
how do we measure innovation and the impact it is •	
having? at this stage, the outsourcing space is lacking a 
set of mature and proven techniques for measuring the 
success of innovation strategies.
how do organisations sustain and drive the culture of •	
innovation? and how do end users and suppliers of 
outsourcing services identify and articulate this culture 
during the buying and operating phases of an outsource 
deal.
in the light of the above, what are the good and •	
bad examples of innovation that exist in the wider 
outsourcing space?

We will then be consolidating research themes and 
agreeing on the structure of the innovation day in June. 

 events Listing  
 for 2010
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 event: noa Monthly seminar  
 – reputation in outsourcing 
 date: Wednesday 14th april 2010
 Location: central London

 tiMings: 8.30am – 11am

as the representative voice of the outsourcing industry, 
the noa has made it its mission in 2010, to improve the 
reputation of outsourcing as an industry and a profession. 
there are so many aspects impacting the sector including:

With an election looming, we envisage more public •	
sector work being outsourced. this needs to happen in 
a positive way – communicating the broader benefits of 
outsourcing will be key to prevent any backlash.
there is increased regulation impacting outsourcing •	
and we need to show good governance. this can be 
addressed through accredited qualifications and best 
practice guidelines.
some companies do an excellent job in communicating •	
positive messages pertaining to their outsourcings. 
others create communications disasters – we aim to 
ensure all players are armed with the knowledge and 
understanding to do the best job possible.

 event: noa Monthly seminar  
 – green issues and corporate social responsibility
 date: tuesday 20th april 2010
 Location: central London

 tiMings: 8.30am – 12.30pm followed by networking lunch

topics discussed in this half day event will be:
carbon reduction commitment•	
setting green standards for the outsourcing industry – •	
do we need one, what form should it take?
What green sourcing looks like – client case studies•	
innovation in green•	
csr – post pr•	

 event: steering committee  
 – public sector transformation
 date: tuesday 27th april 2010
 Location: central London

 tiMings: 8.30am – 12.30pm followed by networking lunch

the forthcoming election is due to have a large impact 
on the public sector and will result in more outsourcing 
and offshoring deals within this sector. for this reason, the 
noa will be hosting it’s next public sector transformation 
event on governance and structuring for success.

through key case studies the event will highlight and 
identify the current and future pressures on the public sector, 
the importance of driving change, best practice in governance 
and how to implement partnerships for collaboration.

 other 2010 events

 May
noa Monthly seminar – virtualisation, impact of web 2.0, 
cloud computing - security and sLa’s
end-user best practice forum
noa Masterclass – relationship Management

 June
noa Monthly seminar – innovation in outsourcing
eoa summit

 JuLy
noa Monthly seminar – social Media and customer 
interaction
sMe’s in outsourcing
noa summer party & the outsourcing end user 
experience

 august
no events

 sePteMBer
noa Monthly seminar – public sector transformation
noa Masterclass – relationship engagement
noa offshoring day

 octoBer
noa Monthly seminar – hr issues in outsourcing and 
professional development
noa awards 2010

 noveMBer
noa Monthly seminar – celebration of best practice
noa summit

 deceMBer
noa Monthly seminar – proposal writing and bidding for 
business - how to tailor to your client and win
contracts
noa Masterclass – strategic Leadership
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acca
Anton Hosein 
e: anton.hosein@accaglobal.com 
t: +44 (0)20 7059 5000 
w: www.accaglobal.com 
noa MeMBer 
Service Lines:  

 Finance and Accounting Outsourcing 
 Human Resource Outsourcing 

accounting consultancy & solutions 
Private Limited 
A leading Financial and Accounting 
Outsourcing Service Provider, headed by 
a former senior partner of Ernst & Young 
– Sri Lanka. Our Solutions include onshore 
& offshore accounting outsourcing & 
consultation. Our client service team 
comprise of professionally qualified 
(CIMA/ ACCA/ ICA) specialists. 

Praveen Ruberu 
e: praveen.ruberu@lk.ey.com 
t: +94 77 771 8392 
w: www.bposrilanka.com/accounting_ 
 consultancy 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Finance and Accounting Outsourcing 

service Lines Key: 
 Advisories/Analysts
 Business Process Outsourcing
 Consultancy
 Contact Centre
 Development Agencies
 Finance and Accounting Outsourcing
 Human Resource Outsourcing
 Information Technology Outsourcing 
 Knowledge Process Outsourcing
 Legal
 Legal Process Outsourcing
 Other

alexander Mann solutions builds 
measurable, world-class talent and 
resourcing functions for organisations, 
based on the shared belief that people are 
the foundation for success. As a trusted 
advisor, the firm delivers this through 
innovative outsourcing and consulting 
services. Alexander Mann Solutions has 
over 1,000 people working in more than 
60 countries. 

Marisa Kacary 
e: marisa.kacary@alexmann.com 
t: +44 (0)20 7832 2700 
w: www.alexandermannsolutions.com 
noa MeMBer 
Service Lines:  

 Human Resource Outsourcing 
 Recruitment Process Outsourcing  

alsbridge plc
Helen Ricardo 
e: helen.ricardo@alsbridge.eu 
t: +44 (0)20 7242 0666 
w: www.alsbridge.eu 
noa MeMBer 
Service Lines:  

 Consultancy 

amba research
Sachin Xavier 
e: sachinx@ambaresearch.com 
t: +91 3980 8000  
w: www.ambaresearch.com 
noa MeMBer 
Service Lines:  

 Knowledge Process Outsourcing 
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arvato is one of the world’s largest media, 
communications and services providers. 
The company has been in outsourcing for 
over 50 years, working with some of the 
world’s most highly respected companies, 
and uses this global experience and 
international best practice to deliver 
world-class outsourcing solutions.  

Rajiv Dey 
e: rajiv.dey@bertelsmann.de 
t: +44 (0)20 3178 4533 
w: www.arvato.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 
 Information Technology Outsourcing 

attenda is dedicated to the provision of 
IT outsourcing and managed services, 
managing critical enterprise applications, 
web applications, messaging and 
collaboration systems and operating IT 
infrastructures for some 134 of the UK’s 
leading companies. Clients include: bmi, 
Christian Aid, easyCar, Microsoft, NHS, 
Princes, St. James’s Place and Travelodge.  

Simon Hansford 
e: simon.hansford@attenda.net 
t: +44 (0)1784 211 100  
w: www.attenda.net 
noa MeMBer 
Service Lines:  

 Information Technology Outsourcing 

Baker & McKenzie is a leading global 
law firm with particular expertise in 
outsourcing, consistently top-ranked by 
independent commentators. Its practice 
is distinguished by strength in depth 
and a focus on the lifecyle of a deal. The  
company acts for customers and suppliers 
across the full range of transaction types.  

Richard Hawtin 
e: richard.hawtin@bakernet.com 
t: +44 (0)20 7919 1000 
w: www.bakernet.com 
noa MeMBer 
Service Lines:  

 Legal 

Banctec Limited is a worldwide systems 
integration, business process outsourcing, 
support and maintenance company, which 
delivers high-volume, mission-critical 
solutions to automate and streamline data 
and paper-intensive business processes to 
blue chip organisations. BancTec provides 
high volume, high quality business process 
management, transaction processing, 
document processing to all business 
sectors.

Gordon Gove 
e: gordon.gove@banctec.co.uk 
t: +44 (0)1753 778888 
w: www.banctec.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Development Agencies 

Bird & Bird LLP
Bird & Bird’s International Outsourcing 
Practice provides specialised legal 
services to businesses engaged in 
outsourcing transactions. The widely 
regarded team has over 25 years’ 
experience of advising on major public 
and private sector technology and BPO 
deals, acting for both customers and 
suppliers.  

Mark Leach 
e: mark.leach@twobirds.com 
t: +44 (0)20 7415 6000 
w: www.twobirds.com 
noa MeMBer 
Service Lines:  

 Legal

Blake Lapthorn
Geoffrey Sturgess 
e: geoffrey.sturgess@bllaw.co.uk 
t: +44 (0)20 7405 2000 
w: www.bllaw.co.uk 
noa MeMBer 
Service Lines:  

 Legal

Blue rock consulting
Simon Pearce 
e: simon.pearce@bluerock-consulting.com 
t: +44 (0)20 7213 9760 
w: www.bluerock-consulting.com 
noa MeMBer 
Service Lines:  

 Advisories/Analysts 
 Consultancy 
 Other

Bluefish communications Limited
Lyndon Knight 
e: lyndon.knight@bluefishplc.com 
t: +44 (0)870 242 2807 
w: www.bluefishplc.com 
noa MeMBer 
Service Lines:  

 Consultancy

Board of investment – Mauritius
Pratima Sewpal 
e: Pratima@investmauritius.com 
t: +230 203 3800 
w: www.investmauritius.com 
noa MeMBer 
Service Lines:  

 Investment Promotion Agency 
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Brodies LLP, the largest full-service 
corporate and commercial law firm 
based solely in Scotland, has eleven 
practice areas ranked no. 1 and a 
market-leading reputation for quality 
client service and innovation. Brodies’ 
Technology, Information and Outsourcing 
Group is outstanding for its advice in IT 
and BPO Outsourcing, and particularly 
active in global financial services.

Andrew Rigby 
e: andrew.rigby@brodies.com 
t: +44 (0)131 656 0086 
w: www.brodies.com  

award 
winner

 
Service Lines:  

 Legal 

Business systems group (Bsg) helps 
dynamic organisations align IT services 
to business requirements. In the market, 
BSG’s breadth of services make them 
unique, allowing them to engage at all 
levels within an organisation to design, 
deploy, operate, and improve IT services. 
This ensures customers view technology 
as an investment and not a liability. 

Andrew Mellish 
e: andrew.mellish@bsg.co.uk 
t: +44 (0)20 7880 8888 
w: www.bsg.co.uk 
noa MeMBer 
Service Lines:  

 Consultancy 
 Information Technology Outsourcing 

bss
Dani Muir 
e: dani.muir@bss.org 
t: +44 (0)845 600 1317 
w: www.bss.org 
noa MeMBer 
Service Lines:  

 Contact Centre 
 Information Technology Outsourcing 
 Other 

Buffalo communications is a 
communications consultancy offering: 
strategic positioning; message 
development; media relations; event 
management; copywriting; research; 
direct mail and internal communications 
services, among others. Our focus is on 
lead generation for clients, following our 
philosophy of “Results not Activity”. We 
are specialists in the outsourcing market. 

Kerry Hallard 
e: kerry.hallard@buffalo.co.uk 
t: +44 (0)207 292 8680 
w: www.buffalo.co.uk 
noa associate 
Service Lines:  

 Consultancy 

Burges salmon LLP
Andrew Dunlop 
e: andrew.dunlop@burges-salmon.com 
t: +44 (0)117 939 2000 
w: www.burges-salmon.com 
noa MeMBer 
Service Lines:  

 Information Technology Outsourcing 
 Legal 

buyingteam is the leading European 
procurement outsourcer, delivering 
sustained profit improvement for clients by 
transforming their indirect procurement. 
buyingTeam is CIPS Gold-accredited and 
received a Global Outsourcing Excellence 
Award in 2008. The company is currently 
supporting 3i, British Airways, British 
Council, Man Group, Universal Music and 
many other clients. 

Guy Strafford 
e: guy.strafford@buyingteam.com 
t: +44 (0)20 7611 4999 
w: www.buyingteam.com 
noa MeMBer 
Service Lines:  

 Consultancy 

capgemini
Kate Massey 
e: kate.massey@capgemini.com 
t: +44 (0)1483 764 764 
w: www.capgemini.com 
noa MeMBer 

award 
winner  

Service Lines:  
 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing 

capita it services Limited
Brodie Shepherd 
e: brodie.shepherd@capita.co.uk 
t: +44 (0)20 7087 8900 
w: www.capita-its.co.uk 
noa MeMBer 

award 
winner  

Service Lines:  
 Business Process Outsourcing 
 Contact Centre 
 Information Technology Outsourcing 

cast software
t: +44 (0)1494 616 088 
w: www.castsoftware.com 
noa MeMBer 

cds global is a customer-centric, 
technology-driven global company that 
delivers effective solutions for strategic 
partners across multiple industries. 
The company prides itself on its in our 
ability to deliver innovative and flexible 
marketing, technology, customer service 
and fulfillment solutions to meet customer 
needs and help drive businesses forward. 

Katie Bowley 
e: katie.bowley@cdsglobal.co.uk 
t: +44 (0)1858 468 811 
w: www.cdsglobal.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing 
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cgi
Ishtiaq Afzal  
e: ishtiaq.afzal@cgi.com  
t: +44 (0)845 070 7765 
w: www.cgi.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Development Agencies 
 Information Technology Outsourcing 

chantrey vellacott dfK LLP
Charles Charalambous 
e: ccharalambous@cvdfk.com 
t: +44 (0)20 7509 9000 
w: www.cvdfk.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Information Technology Outsourcing 
 Knowledge Process Outsourcing 

clyde & co
Nick Purnell 
e: nick.purnell@clydeco.com 
t: +44 (0)1483 555 555 
w: www.clydeco.com 
noa MeMBer 
Service Lines:  

 Legal 

cMs cameron McKenna LLP
Yuban Moodley 
e: yuban.moodley@cms-cmck.com 
t: +44 (0)20 7367 2000 
w: www.cms-cmck.com 
noa MeMBer 
Service Lines:  

 Legal 

cognizant is a leading provider of 
information technology, consulting 
and business process outsourcing 
services. The company dedicates its 
global technology, innovation know-
how, industry expertise and worldwide 
resources to clients to make their 
businesses stronger. Cognizant is a 
member of the NASDAQ-100 index and 
has over 50 global delivery centers and 
68,000 employees as of 30/09/09. 

Tony Virdi 
e: tony.virdi@cognizant.com 
t: +44 (0)20 7321 4888 
w: www.cognizant.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing

computacenter uK Limited
Sofia Nilsson 
e: sofia.nilsson@computacenter.com 
t: +44 (0)115 977 1177 
w: www.computacenter.com 
noa MeMBer 
Service Lines:  

 Information Technology Outsourcing

consolve consulting Limited
Graham Jump 
e: graham.jump@consolve-consulting.com 
t: +44 (0)1483 573 401 
w: www.consolve-consulting.com 
noa MeMBer 

award 
winner

 
Service Lines:  

 Consultancy

convergys eMea Limited
t: +44 (0)1223 705 000 
w: www.convergys.com 
noa MeMBer

dataart
Dmitry Bagrov 
e: bagrov@dataart.com 
t: +44 (0)20 7099 9464 
w: www.dataartuk.com 
noa MeMBer 
Service Lines:  

 Consultancy 
 Information Technology Outsourcing 
 Other

dcdM - de chazal du Mée
Eddie Bates 
e: eddie.bates@dcdm.intnet.mu 
t: (00230) 202 3000 
w: www.dcdm.biz 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Finance and Accounting Outsourcing 
 Knowledge Process Outsourcing 

the ddc group is a proven provider of 
business process outsourcing. We provide 
back office administration and customer 
contact services across multiple sectors. 
Their collaborative approach coupled with 
our drive and determination has enabled 
their clients to become more successful by 
realising cost efficiencies, while enhancing 
quality and delivering ROI.

John Callachan 
e: johncallachan@ddcos.com 
t: +44 (0)1909 488 600 
w: www.datacapture.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 
 Knowledge Process Outsourcing 

deloitte Mcs Limited
Richard Keir 
e: rkeir@deloitte.co.uk 
t: +44 (0)20 7936 3000 
w: www.deloitte.co.uk 
noa MeMBer 
Service Lines:  

 Consultancy 
 Finance and Accounting Outsourcing 
 Information Technology Outsourcing 

denton wilde sapte LLP
Dan Burge 
e: Dan.Burge@dentonwildesapte.com 
t: +44 (0)20 7242 1212 
w: www.dentonwildesapte.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Information Technology Outsourcing 
 Legal 
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digital fuel technologies inc
e: info@DigitalFuel.com 
t: +44 (0)800 756 9970 
w: www.digitalfuel.com 
noa MeMBer 

dundas & wilson LLP
Paul Graham 
e: paul.graham@dundas-wilson.com 
t: +44 (0)20 7240 2401 
w: www.dundas-wilson.com 
noa MeMBer 
Service Lines:  

 Legal 

ehM international Limited
Image Patel 
e: image.patel@ehminternational.com 
t: +44 (0)871 662 9629 
w: www.ehminternational.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Finance and Accounting Outsourcing 
 Human Resource Outsourcing 

eightytwenty insight is a sourcing 
advisory company that provides strategic 
and pragmatic advice to the public and 
private sectors across all process areas, 
including human resources, information 
technology, finance & accounting and 
procurement. its expert staff deliver 
value by scoping, designing, contracting 
and helping to deliver tailored sourcing 
solutions. 

Jim Scopes 
e: jim.scopes@8020i.co.uk 
t: +44 (0)845 680 0201 
w: www.8020i.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Information Technology Outsourcing 
 Knowledge Process Outsourcing 

embla software innovation (pvt) 
Limited, was founded back in 1996 as a 
Norwegian share holding company. The 
Sri Lankan company Embla Software 
Innovation focuses on outsourcing IT-
projects mainly for energy and oil-related 
industry. Our partners are from Europe. 
We focus on the Microsoft group of tools/
servers which provides innovative, reliable 
and user friendly applications.

Stein Inge Haaland 
e: stein.inge@embla.lk 
t: +94 77 151 2732 
w: www.embla.lk 
Service Lines:  

 Information Technology Outsourcing 

enate
Patrick Deen 
e: patrick.deen@enate.net 
t: +44 (0)1242 453 042 
w: www.enate.net 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Human Resource Outsourcing 
 Legal Process Outsourcing 

equaterra europe Limited provides 
expert advisory services in information 
technology (IT) and business process 
transformation. It helps companies 
significantly reduce costs and improve 
effectiveness and efficiency through 
internal process delivery improvements, 
shared services, outsourcing and global 
sourcing solutions. Clients include Global 
1,000 multinational corporations, local 
companies, large public sector and 
not-for-profit organisations. 

Louise Ehren 
e: infoeuapac@equaterra.com 
t: +44 (0)845 838 7500 
w: www.equaterra.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing 

eureka technology Partners  
offers offshore IT Infrastructure 
Management and Accountancy services to 
over 70 companies globally. Their service 
platform is built on ISO 20000 standard, 
ITIL best practices and Six Sigma process 
improvement methodology. Services 
include Desktop Support, Network 
and Server Management, Data Center 
Management, etc. Eureka is a Microsoft 
Gold Partner.

Dilendra Wimalasekere 
e: dilendraw@eurekasl.com 
t: +94 722 236 020 
w: www.eurekamsp.com 
Service Lines:  

 Finance and Accounting Outsourcing 
 Information Technology Outsourcing 

everest group consulting Limited  
is a global consulting and research 
firm that comprehensively serves the 
outsourcing and offshoring market. 
Everest provides information, insight, 
and advice to help buyers, suppliers, and 
enablers of services effectively navigate all 
stages of the sourcing lifecycle.

Nick Andrews 
e: nandrews@everestgrp.com 
t: +44 (0)870 770 0270 
w: www.everestgrp.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing 

eversheds LLP
Simon Gamlin 
e: simongamlin@eversheds.com 
t: +44 (0)845 497 9797 
w: www.eversheds.com 
noa MeMBer 
Service Lines:  

 Information Technology Outsourcing 
 Legal 
 Legal Process Outsourcing 
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eves information technology Lanka 
(Pvt.) Limited
EVES IT Lanka (Pvt.) Ltd. is a subsidiary 
of the EVES Group AG, Germany. EVES 
IT Lanka specializes in full life-cycle 
Software Development. EVES IT Lanka 
has delivered cutting edge technology 
products tailored to customer needs for 
Sri Lankan and German clients. We deliver 
quality software.  

Niranka Nonis 
e: niranka.nonis@eves-it.lk 
t: +94 11 249 9527 
w: www.eves-it.lk 
Service Lines:  

 Consultancy 
 Development Agencies 
 Information Technology Outsourcing 

excelsource Limited is a management 
consultancy company that seeks to 
maximise value from outsourcing for 
its clients. Proposition includes: vendor 
contract evaluation, benchmarking, 
tendering, service definition, service 
management, onshore/nearshore/offshore 
decisions. ExcelSource offers independent 
advice or prescriptive solutions and focus 
on support services, Finance, IT, HR and 
Marketing.

Marcel Horst 
e: marcel.horst@excelsource.co.uk 
t: +44 (0)1206 580 125 
w: www.excelsource.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing 

exigen services
Anastasia Novoseltseva 
e: Anastasia.Novoseltseva@
exigenservices.com 
t: +44 (0)207 415 4050 
w: www.exigenservices.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing

fexco is Ireland’s largest indigenous 
outsourcing provider offering customer 
service, payments, credit management 
and administration services. Delivery 
models include dedicated business units, 
one-to-many shared service centres or 
third party administration. The company 
leverages its scale, shares its accredited 
expertise and delivers substantial savings 
to customers.

David Beausang 
e: dbeausang@fexco.com 
t: +353 66 976 1258 
w: www.fexco.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 
 Knowledge Process Outsourcing 

firstsource solutions is a global BPO 
company, providing outsourced services 
to leaders in the banking & financial 
services, telecoms & media and healthcare 
sectors. Services include contact centre 
and back office processing, spanning the 
customer life-cycle using a global delivery 
model from 44 operational centres in 
India, US, UK, Argentina and Philippines. 

Fraida Silver 
e: fraida.silver@firstsource.com 
t: +44 (0)20 8237 4500 
w: www.firstsource.com 
noa MeMBer 

award 
winner

 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 

future Processing
Jaroslaw Czaja 
e: jczaja@future-processing.com 
t: +48 (0)32 461 2270 
w: www.future-processing.com 
noa MeMBer 
Service Lines:  

 Consultancy 
 Information Technology Outsourcing

g4s secure solutions
e: enquiries@g4s.com 
t: +44 (0)20 8770 7000 
w: www.g4s.com 
noa MeMBer 

gartner inc. is the world’s leading IT 
research and advisory company. Through 
Gartner Research, Gartner Consulting, 
Gartner Executive Programs and Gartner 
Events, the firm applies senior expertise 
to help every client research, analyse 
and interpret the business of IT in areas 
such as sourcing within the context of 
their individual role, their particular 
requirements and their industry.

Robin Wilson 
e: robin.wilson@gartner.com 
t: + 44 (0)1784 431 611 
w: www.gartner.com 
noa MeMBer 
Service Lines:  

 Consultancy 

genpact
Stuart Hanna 
e: stuart.hanna@genpact.com 
t: +44 (0)20 7535 5400 
w: www.genpact.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Finance and Accounting Outsourcing 
 Information Technology Outsourcing 

global infosys
Andrew Coomar 
e: andy@giinfosys.com 
t: +44 (0)1923 333 888 
w: www.giinfosys.com 
noa MeMBer 
Service Lines:  

 Finance and Accounting Outsourcing 
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grange consultants give independent 
advice on IT Performance Improvement. 
Our consultants each have over 20 years 
experience in the IT and Business Process 
Outsourcing industry. With a mission 
to achieve best business value through 
effective IT performance we focus on 
results: lower costs, improved service and 
enhanced employee performance. 

Laura Lawrence 
e: Laura.Lawrence@grange.uk.com 
t: +44 (0)121 445 5701 
w: www.grange.uk.com 
noa MeMBer 
Service Lines:  

 Consultancy 
 Information Technology Outsourcing 

herbert smith LLP
Mark Turner 
e: mark.turner@herbertsmith.com 
t: +44 (0)20 7374 8000 
w: www.herbertsmith.com 
noa MeMBer 
Service Lines:  

 Legal 

herotsc are one of the UK’s largest 
outsourced contact centre specialists. 
They are innovators in the design, 
development, deployment and delivery 
of insightful customer management 
solutions. The company is a proven 
experts in delivering a differentiated 
and valued customer experience in 
telecommunications, finance, retail, 
utilities and government. 

Graham Scott 
e: graham.scott@herotsc.co.uk 
t: +44 (0)1324 575 000 
w: www.herotsc.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Contact Centre 

hfw - holman fenwick willan
Stephen Drury 
e: stephen.drury@hfw.com 
t: +44 (0)20 7264 8000 
w: www.hfw.com 
noa MeMBer 
Service Lines:  

 Legal 

homeloan Management (HML) is 
one of the market leaders in financial 
outsourcing, with over 20 years’ 
experience managing customers for some 
of the world’s leading financial institutions. 
HML is based in Skipton, North Yorkshire 
and employs around 2,000 people in 
Skipton, Padiham, Glasgow, Scarborough 
and Londonderry.  It was formed in 1988.
 
Mike Hildred 
e: michael.hildred@hml.co.uk 
t: +44 (0)1756 692 000  
w: www.hml.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 

hP enterprise services provides 
applications, business process, and 
infrastructure technology outsourcing 
services, consulting, and support to more 
than 1,000 business and government 
clients in 90 countries. As one of the 
largest segments of HP, the company 
leverages the breadth of our extended 
portfolio to offer the most comprehensive 
end-to-end IT services. 

e: HPEnterpriseServicesUK@hp.com  
t: +44 (0)870 013 0790 
w: www.hp.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing 

hsenid software international (Pvt) 
Limited is a global multinational business 
consulting and IT services outsourcing 
company that leverages comprehensive 
business and technology solutions with 
ISO and CMMi certified processes. hSenid 
specializes on Mobile and Enterprise 
application development, Outsourcing 
Services and Back office operations with 
300 staff and over 12 years of expertise.

Dinesh Saparamadu 
e: Dinesh@hSenid.com 
t: +94 722 368 871 
w: www.hSenidOutsourcing.com 
Service Lines:  

 Consultancy 
 Human Resource Outsourcing 
 Information Technology Outsourcing 

hudson & yorke Limited is a 
specialist consultancy providing 
large end-user organisations with 
strategy, sourcing and governance 
services in the business-critical area 
of telecommunications and networks. 
We provide a comprehensive range of 
consultancy services covering the full 
lifecycle of any major telecommunications 
contract from pre-contract strategy to 
contract negotiation and service delivery.

Mike Newlove 
e: mike.newlove@hudsonyorke.com  
t: +44 (0)20 3008 5735 
w: www.hudsonyorke.com  
noa MeMBer 
Service Lines:  

 Consultancy 

hunton & williams
Purdey Castle 
e: pcastle@hunton.com 
t: +44 (0)20 7220 5700 
w: www.hunton.com 
noa MeMBer 
Service Lines:  

 Legal 
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iBM united Kingdom Limited 
Focus on your core business while driving 
innovation and efficiency with industry-
leading outsourcing and managed services 
for business processes, applications and 
infrastructure. IBM’s extensive business 
consulting services, experience from 
its own successful transformation, and 
knowledge from hundreds of outsourcing 
engagements can help you gain new 
efficiencies and business process 
improvements.

Stephen Lockey 
e: lockey@uk.ibm.com 
t: +44 (0)23 9256 1000 
w: www.ibm.com/services/uk 
noa MeMBer 

award 
winner

 
Service Lines:  

 Application Management Services 
 Business Process Outsourcing 
 Information Technology Outsourcing 

ihotdesk
David Horwood 
e: david.horwood@ihotdesk.com 
t: +44 (0)8000 321000 
w: www.ihotdesk.com 
noa MeMBer 
Service Lines:  

 Consultancy 
 Information Technology Outsourcing 

infosys technologies Limited
Manish Subramanian 
e: manish_subramanian@infosys.com 
t: +44 (0)20 7715 3300 
w: www.infosys.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing 

intelenet global services Limited is 
a leading third party BPO Company 
with 35 centres globally that delivers 
business process outsourcing services 
to Fortune 500 companies in the UK, 
USA, Australia and India in industries as 
diverse as banking & finance, insurance, 
retail, telecom, healthcare, information 
technology, travel and hospitality. 

Rohit Narang 
e: rohit_n@intelenetglobal.co.uk 
t: +44 (0)20 7872 5541 
w: www.intelenetglobal.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 
 Finance and Accounting Outsourcing 

invest in spain – Spanish Embassy 
Commercial Office, the leading 
government organisation which supports 
foreign companies seeking to set 
up their business in Spain, provides 
free, comprehensive and confidential 
consultation during the investment 
process. Spain’s unique combination of a 
risk-free environment, low cost and staff 
rotation make it an excellent choice for 
added value outsourcing operations. 

Pilar Moreno de Barreda 
e: pmorenob@comercio.mityc.es 
t: +44 (0)20 7467 2330 
w: www.investinspain.org 
noa MeMBer 
Service Lines:  

 Development Agencies 

invest northern ireland
Louise Crawford 
e: louise.crawford@investni.com 
t: +44 (0)20 7222 0599 
w: www.investni.com/locate 
noa MeMBer 
Service Lines:  

 Development Agencies 

ironone technologies being a Microsoft 
Gold Certified Partner is a global IT 
Services company providing effective 
and innovative solutions and consultancy. 
Our solutions have tapped various 
industries such as Banking and Finance, 
Telecommunications and Manufacturing 
emphasizing on Business Intelligence and 
mobile based implementations, which is 
driven by a team of highly specialised and 
qualified professionals.

Lakmini Wijesundera 
e: lakminiw@irononetech.com 
t: +94 77 739 5325 
w: www.irononetech.com 
Service Lines:  

 Consultancy 
 Information Technology Outsourcing 
 Knowledge Process Outsourcing 

itc infotech Limited
Ash Parashar 
e: ashutosh.parashar@itcinfotech.com 
t: +44 (0)1908 230 055 
w: www.itcinfotech.com 
noa MeMBer 
Service Lines:  

 Consultancy 
 Information Technology Outsourcing 
 Other 

itransition group Limited
Valery Virkovski 
e: v.virkovski@itransition.com 
t: +44 (0)208 262 5606 
w: www.itransition.com 
noa MeMBer 
Service Lines:  

 Consultancy 
 Development Agencies 
 Information Technology Outsourcing 
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K&L gates LLP is a leading international 
law firm with exceptional experience 
acting for suppliers and customers on 
outsourcing transactions, from BPO and 
IT outsourcing to strategic partnerships 
and offshore outsourcing arrangements. 
The firm is ranked among the top five 
global outsourcing legal advisors in the 
Brown-Wilson Group’s Black Book of 
Outsourcing. 

Howard Kleiman 
e: howard.kleiman@klgates.com 
t: +44 (0)20 7648 9000 
w: www.klgates.com/about/ourfirm 
noa MeMBer 
Service Lines:  

 Legal 

Kaleido source (Private) Limited
A dynamic organization with passion 
and global expertise in Business Process 
Outsourcing, seeking to introduce “out 
of the box” thinking to the Sri Lankan 
BPO industry. KaleidoSource leverages 
on local talent, services and infrastructure 
to create a mutually sustainable business 
model accentuating client, employee, 
community and organizational goals. 

Dasun Ratnasekera 
e: dasun@kaleidosource.com 
t: +94 11 747 0047 
w: www.kaleidosource.com 
Service Lines:  

 Business Process Outsourcing 
 Finance and Accounting Outsourcing 
 Other 

Kemp Little LLP solicitors
Paul O’Hare 
e: paul.ohare@kemplittle.com 
t: +44 (0)20 7600 8080 
w: www.kemplittle.com 
noa MeMBer 
Service Lines:  

 Legal 

First call for outsourcing

Kencall Limited is East Africa’s first, 
largest and most successful contact centre 
providing business process outsourcing 
and contact centre services globally. 
The services include customer service 
support, telesales, quality monitoring, live 
chat support, among many others. The 
company’s head office is in Nairobi, Kenya 
and it also has offices in the US and UK.  

Cynthia Kahumbura 
e: info@kencall.com 
t: +254 20 660 2000 
w: www.kencall.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 
 Other 

L&t infotech, ranked 11th by 
NASSCOM is a subsidiary of $8.5bn 
Larsen&Toubro, India’s best managed 
company. Differentiated by its unique 
Business-to-IT Connect, it envisions 
being a global complete outsourcer 
with services encompassing consulting, 
IT, Infrastructure, product engineering 
services and transaction processing 
for BFSI; Energy & Petrochemicals; 
Manufacturing and Telecom (PES) 
industries. 

Sushma Rajagopalan 
e: Sushma@Lntinfotech.com 
t: +91 22 6776 6244 
w: www.Lntinfotech.com 
Service Lines:  

 Consultancy 
 Information Technology Outsourcing 
 Remote Infrastructure Management  

 Services 

Latham and watkins
Andrew Moyle 
e: andrew.moyle@lw.com 
t: +44 (0)20 7710 1000 
w: www.lw.com 
noa MeMBer 
Service Lines:  

 Legal 

Logica
Shaun Collings  
e: globaldelivery@logica.com 
t: +44 (0)20 7637 9111 
w: www.logica.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing  

Lovells LLP
Mark Taylor 
e: mark.taylor@lovells.com 
t: +44 (0)20 7296 2000 
w: www.lovells.com 
noa MeMBer 
Service Lines:  

 Advisories / Analysts 
 Consultancy 
 Legal 

LPM outsourcing
Heather Kidd 
e: heather.kidd@lpm.com 
t: +44 (0)20 8429 2616 
w: www.lpm.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Knowledge Process Outsourcing 

Luxoft
Michael Weintraub 
e: mweintraub@luxoft.com 
t: +44 (0)207 956 2840 
w: www.luxoft.com 
noa MeMBer 
Service Lines:  

 Information Technology Outsourcing 
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Matt Burton associates (MBa) was 
founded in 2006 with the principles of 
transparency, integrity and delivery 
at its very core. it is now one of the 
fastest growing consultancies in the 
field of flexible RPO solutions and talent 
management, with a vision to provide the 
most cost effective and delivery focused 
resourcing strategy in the market.

Matt Burton 
e: matt@mattburtonassociates.co.uk 
t: +44 (0)845 459 9800 
w: www.mattburtonassociates.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Human Resource Outsourcing 
 Recruitment Process Outsourcing

Mda executive resourcing 
Sourcing top talent? Human talent is 
critical to a successful outsourcing deal. 
Experts in the outsourcing industry, MDA 
provides: strategic consultancy across the 
outsourcing lifecycle; resource planning/
skills analysis to optimise delivery; talent 
sourcing: executive search and interim 
management.  

Yvonne Williams 
e: yvonne@mallarddrake.co.uk 
t: +44 (0)1980 611 712  
t: +44 (0)781 733 3342  
w: www.mallarddrake.co.uk  
noa MeMBer 
Service Lines:  

 Consultancy 
 Executive Recruitment 
 Human Resource Outsourcing 

Merchants is a leading customer 
contact solutions company with 25 years 
experience in delivering solutions to 
major blue chip clients. Whatever the 
customer contact requirements, from a 
simple outsourcing project or consulting 
engagement through to the building of 
a new contact centre, Merchants tailors 
solutions to meet specific customer 
management business requirements. 

Claire Dunlop 
e: sales@merchants.co.uk 
t: +44 (0)1908 232 323 
w: www.merchants.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Contact Centre 

Merit group
Graham Thomas 
e: graham.thomas@meritgroup.co.uk 
t: +44 (0)7545 554 528 
w: www.meritgroup.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 

Metropolitan computers (Pvt) Limited 
is a pioneer in the Sri Lankan Information 
and Communications industry, with more 
than five decades of industry experience. 
The Company’s highly reputed BPO 
operation has been positioned to deliver 
tailor made Financial Accounting Services 
(Transaction Processing, Reporting & 
Tax Computation) and Payroll Processing 
services that caters to the varying needs 
of each client. 

Niranjan De Silva 
e: mslp@metropolitan.lk 
t: +91 11 243 7797 
w: www.metropolitan.lk 
Service Lines:  

 Business Process Outsourcing 
 Finance and Accounting Outsourcing 
 Information Technology Outsourcing 

Midas, Manchester’s investment and 
development agency, offers an extensive, 
free and confidential package of advice 
and assistance to companies looking to 
relocate to, or expand within, Manchester 
City Region. MIDAS can help you access 
financial assistance, provide detailed 
business case information, find property 
solutions and introduce you to networking 
opportunities. 

Caroline Cain 
e: caroline.cain@midas.org.uk 
t: +44 (0)161 877 3000 
w: www.investinmanchester.com 
noa MeMBer 
Service Lines:  

 Development Agencies

Morrison & foerster
Alistair Maughan 
e: amaughan@mofo.com 
t: +44 (0)20 7920 4000 
w: www.mofo.com/sourcing 
noa MeMBer 
Service Lines:  

 Legal

Mphasis
w: www.mphasis.com 
noa MeMBer

navantis it (Pvt) Limited
Navantis Sri Lanka, a subsidiary of 
Navantis Inc. Canada, is a leading 
Software and IT Solutions provider. 
Navantis offers solutions for Healthcare, 
Energy & Utility, Financial Services, 
Government and Education using 
cutting-edge Microsoft technology. 
Navantis is one of the first Microsoft Gold 
Certified Partners worldwide, awarded 
by Microsoft, Branham Group, CDN, IDC, 
and CRN. 

Indaka Raigama 
e: indakar@navantis.com 
t: +94 11 288 7808 
w: www.navantis.com 
Service Lines:  

 Information Technology Outsourcing 
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nelsonhall is the leading global BPO 
analyst firm. We enable organisations 
across industry sectors to make the 
best-informed, cost-effective sourcing 
decisions based on our in-depth 
knowledge of the business process 
outsourcing (BPO) marketplace, our 
understanding of what works, and the 
individual capabilities of suppliers. 

Paul Connolly  
e: paul.connolly@nelson-hall.com  
t: +44 (0)1344 393 036  
w: www.nelson-hall.com 
Service Lines:  

 Advisories/Analysts 
 Business Process Outsourcing 
 Consultancy 

netforte Limited
Nigel Lowey 
e: nigel.lowey@netforte.co.uk 
t: +44 (0)20 3178 2413 
w: www.netforte.eu 
noa MeMBer 
Service Lines:  

 Consultancy 
 Information Technology Outsourcing 

niit technologies Limited
Carl Stadler 
e: carl.stadler@niit-tech.co.uk 
t: +44 (0)20 7033 5900 
w: www.niit-tech.com  
w: www.niitsmartserve.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 
 Information Technology Outsourcing 

olswang LLP
Nigel Swycher 
e: nigel.swycher@olswang.com 
t: +44 (0)207 067 3000 
w: www.olswang.com 
noa MeMBer 
Service Lines:  

 Legal 

oPaL outsourced Professional 
administration Limited
t: +44 (0)1727 734300 
w: www.opal-uk.com 
noa MeMBer 
Service Lines:  

 Administration 

orbys consulting
w: www.orbys.com 
noa MeMBer 

osborne clarke
Lara Burch 
e: lara.burch@osborneclarke.com 
t: +44 (0)20 7105 7000 
w: www.osborneclarke.com 
noa MeMBer 
Service Lines:  

 Legal 

the out group
The OUT Group is the commercial arm 
of the National Outsourcing Association. 
We help companies  with all aspects 
of communications in outsourcing. 
From profile raising and match making, 
through communicating  outsourcing 
to all key stakeholders, to ensuring 
the communications remain open and 
consistent  throughout the lifecycle of 
the contract. We pride ourselves on our 
content, connections and  creativity.  

James Waite 
e: jamesw@outgroup.co.uk 
t: +44 (0)207 292 8686  
Service Lines:  

 Consultancy 

Pa consulting group
Jackie Howell 
e: jackie.howell@paconsulting.com 
t: +44 (0)20 7730 9000 
w: www.paconsulting.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing 

Patersons hr and Payroll solutions 
Limited. Patersons’ international, 
software-as-a-service payroll solution, 
delivered via the Internet covers 160 
countries with its multi-lingual, multi-
currency suite. Using one system with one 
global contract, and with a full reporting 
suite, the solution ensures global visibility 
and compliance. It includes 24/7 global 
support, 365 days a year, to ensure an 
excellent first class service.

Kevin Parker  
e: enquiries@patersons.net 
t: +44 (0)1722 420700 
w: www.patersons.net  
Service Lines:  

 Human Resource Outsourcing 
 Payroll Software 

Percepta uK Limited
Greg Middleton 
e: greg.middleton@percepta.com 
t: +44 (0)141 571 3400 
w: www.percepta.com\europe 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Contact Centre 

Phoenix it group
t: +44 (0)1604 769 000 
w: www.phoenix.co.uk 
noa MeMBer 
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Pillsbury winthrop shaw Pittman LLP
Pillsbury Global Sourcing offers an 
integrated consulting/legal advisory 
model that is pioneering, deliberate and 
proven by years of experience. They guide 
companies through the full outsourcing 
lifecycle, from strategy formulation and 
vendor analysis to negotiations and 
implementation. This unique service 
model minimises costs and optimises 
value for clients. 

Tim Wright 
e: tim.wright@pillsburylaw.com 
t: +44 (0)207 847 9500 
w: www.pillsburylaw.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Information Technology Outsourcing 
 Legal 

Pinsent Masons solicitors
David Isaac 
e: david.isaac@pinsentmasons.com 
t: +44 (0)207 418 7000 
w: www.pinsentmasons.com 
noa MeMBer 
Service Lines:  

 Consultancy 
 Legal 

Pointwest technologies corporation is 
an IT outsourcing company headquartered 
in the Philippines that services the 
travel and transport, financial services, 
and utilities markets with the following 
offerings (across Java, .Net and legacy 
platforms): Custom Application 
Development; Application Maintenance; 
Application Conversion/Re-Engineering; 
Application Integration; and Independent 
Testing Services. Pointwest has been 
appraised at SEI-CMMi Level 3. 

Rene Quizon  
e: rene.quizon@pointwest.com.ph  
t: +632 814 1100 ext 99  
w: www.pointwest.com.ph 
Service Lines:  

 Information Technology Outsourcing 

Procurisource Limited
e: info@procurisource.com 
t: +44 (0)203 137 3344 
w: www.procurisource.com 
noa MeMBer

qcom outsourcing Limited
Neil Anderson 
e: neil.anderson@qcom.co.uk 
t: +44 (0)1905 827650 
w: www.qcom.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing

resPonse is an award-winning and 
innovative provider of intelligent end-
to-end customer contact management 
solutions. Across its contact centre, credit 
management and software divisions, they 
have the expertise to develop tailored 
multi-channel solutions to help you 
maximise the value of your contact with 
customers. 

Laura Robertson  
e: laura.robertson@response-uk.co.uk 
t: +44 (0)141 272 1105 
w: www.response-uk.co.uk 
noa MeMBer 
Service Lines:  

 Contact Centre

reynolds Porter chamberlain LLP  
is a commercially-oriented City law firm 
providing a full business law service to UK 
and international clients. Its outsourcing 
team has particular expertise in the 
financial services, insurance, IT and 
telecoms, business process outsourcing, 
facilities and waste management, printing 
and publishing and manufacturing, 
warehousing and distribution sectors.

Sanjay Pritam 
e: sanjay.pritam@rpc.co.uk 
t: +44 (0)20 3060 6000 
w: www.rpc.co.uk 
noa MeMBer 
Service Lines:  

 Legal

rr donnelley global document 
solutions
Damian Traynor 
e: Damian.m.traynor@rrd.com 
t: +44 (0)207 469 0770 
w: www.rrdgds.com 
noa MeMBer 
Service Lines:  

 Advisories / Analysts 
 Business Process Outsourcing 
 Consultancy 

rsM tenon group Plc is the 7th largest 
professional services firm in the UK, 
providing intelligent and commercially 
focused outsourcing solutions to 
businesses looking to minimise business 
risk, improve performance and reduce 
cost. They are specialists in all aspects 
of finance & accounting and payroll & 
HR outsourcing, and support global 
expansion through RSM International. 

Richard Fifield 
e: richard.fifield@tenongroup.com 
t: +44 (0)1753 754470 
w: www.rsmtenongroup.com/services/
outsourcing/ 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Finance and Accounting Outsourcing 
 Human Resource Outsourcing 

the salamander organisation Limited
Ken Hartley 
e: ken.hartley@tsorg.com 
t: +44 (0)77 6829 3551 
w: www.tsorg.com 
noa MeMBer 
Service Lines:  

 Consultancy 
 Knowledge Process Outsourcing 



As the outsourcing industry’s professional body,  
the NOA’s principle objective is to boost the reputation  
and success of outsourcing, through the promotion  
of best practice and innovation. 

Our focus is on: 

 delivering education, through professional 
development, seminars, research and content 

 promoting excellence and rewarding best practice 
through case studies, white papers and awards  

 encouraging and facilitating collaboration  
through steering committees, networking  
opportunities and social media 

Tel: +44 (0)20 7292 8686
www.noa.co.uk

The Centre of Excellence in Outsourcing

The OUT Group is  
our commercial arm 

The NOA is part of 
the larger umbrella 

organisation, the 
European Outsourcing 

Association 

Our qualifications are 
accredited by  

Middlesex University
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sencor is a knowledge process 
outsourcing company that has been 
providing Legal, Business Intelligence, 
Research and Content Development 
solutions for 26 years, contributing to the 
growth of world-renowned brands in the 
legal, financial and publishing industries. 
SENCOR was awarded the 2009 Most 
Progressive Philippine Outsourcing 
Company by the Department of Trade and 
Industry. 

George Martel 
e: george.martel@sencor.net 
t: +1 (0)212 947 5604 
w: www.sencor.net 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Knowledge Process Outsourcing 
 Legal Process Outsourcing 

shergroup outsource
As one of the most exciting entrants into 
the outsourced business process services 
arena, Shergroup Outsource offers a wide 
range of services which are delivered 
efficiently to our clients – and at a very 
attractive rate when compared to the cost 
of providing the service in-house. 

Claire Sandbrook 
e: c-sandbrook@shergroup.net 
t: +44 (0)845 890 9200 
w: www.shergroupoutsource.net 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Information Technology Outsourcing 
 Legal Process Outsourcing 

siemens it solutions and services 
Limited is part of a truly multi-sector 
global enterprise – the Siemens group, 
with a significant UK client base and a 
unique perspective on both ITO and 
BPO service delivery. Are you lost in the 
outsourcing maze? Then contact siemens: 
they can help you find a route. 

Andrew Hyde 
e: andrew.hyde@siemens.com 
t: +44 (0)1276 696 000 
w: www.siemens.co.uk/it-solutions 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing 

sitel is an award-winning global business 
process outsourcing leader. The company 
meets clients’ customer care and 
transaction processing needs through 
60,000 associates in 27 countries. Sitel 
provides world-class solutions from on-
shore, nearshore and offshore locations 
across 140+ facilities throughout North 
America, South America, EMEA and Asia 
Pacific. 

Michelle Anderson 
e: michelle.anderson@sitel.com  
t: +44 (0)1923 689 684 
w: www.sitel.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 

sJ Berwin
David Meredith 
e: david.meredith@sjberwin.com 
t: +44 (0)20 7111 2222 
w: www.sjberwin.com 
noa MeMBer 
Service Lines:  

 Legal 

slaughter and May is a leading 
international law firm. They are recognised 
for there commercial awareness, 
commitment to clients and quality of 
advice. The firm has helped implement 
some of the largest and most complex 
outsourcing and strategic sourcing 
projects across a broad range of sectors 
and jurisdictions. 

Natalie Donovan 
e:Natalie.Donovan@SlaughterandMay.com 
t: +44 (0)20 7600 1200 
w: www.slaughterandmay.com/quicklinks/
outsourcing.aspx 
noa MeMBer 
Service Lines:  

 Legal 

sMs exemplar group coaches business 
people and technologists to work 
together to improve business outcomes. 
SMS’ evidence-based methods and 
benchmarks of value delivered provide 
unique insight into the whole-life 
effectiveness and efficiency of software-
intensive systems. Outsourcing decisions 
based on such informed and objective 
advice save money and ensure successful, 
sustainable outsourcing partnerships. 

Sue Rule 
e: s.rule@smsexemplar.com  
t: +44 (0)1732 863 760 
w: www.smsexemplar.com  
noa MeMBer 
Service Lines:  

 Advisories/Analysts 
 Consultancy 
 Information Technology Outsourcing 

softswitch telecoms Limited
e: info@softswitch-telecom.com 
t: +44 (0)871 427 0000 
w: www.softswitchtelecoms.co.uk 
noa MeMBer 
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sqs group Limited is the largest 
independent software testing and quality 
management consultancy in Europe, with 
a world-class track record in testing and 
test strategies. SQS implements and tests 
mission-critical systems to minimise risk, 
cost and time and has delivered these 
services to organisations such as Deutsche 
Bank, Egg, Vodafone and MessageLabs.

Yann Gloaguen 
e: Yann.Gloaguen@sqs-uk.com 
t: +44 (0)20 7448 4620 
w: www.sqs-group.com 
noa MeMBer 
Service Lines:  

 Consultancy 
 Information Technology Outsourcing 

stephenson harwood provides a level of 
legal insight, commercial sense and quality 
of service that is highly respected within 
the profession. They offer a full range 
of international legal services combined 
with expertise in a number of sectors, 
particularly energy, financial services, 
projects and infrastructure, real estate and 
transportation. 

John Buyers  
e: john.buyers@shlegal.com  
t: + 44 (0)20 7809 2145 
w: www.shlegal.com 
noa MeMBer 

award 
winner

 
Service Lines:  

 Legal 

steria Limited delivers IT-enabled 
business services which help organisations 
in the public and private sectors operate 
more efficiently and profitably. By 
combining in-depth understanding of our 
clients’ businesses with expertise in IT 
and business process outsourcing, Steria 
takes on clients’ challenges and develop 
innovative solutions to meet their needs. 

Philippe Plateau 
e: philippe.plateau@steria.co.uk 
t: +44 (0)845 601 8877 
w: www.steria.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Information Technology Outsourcing 

stream global services is a premium 
business process outsource service 
provider specialising in customer 
relationship management including sales, 
customer care and technical support 
services that increase revenue generation, 
improve operational efficiencies and 
enhance brand loyalty. Stream is a trusted 
partner for some of the world’s leading 
companies.
 
Garrett Kenny 
e: garrett.kenny@stream.com 
t: +353 1 844 0000 
w: www.stream.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 

swiss Post solutions Limited
David Dorling 
e: david.dorling@swisspost.co.uk 
t: +44 (0)845 301 3708 
w: www.swisspostsolutions.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Other 

sykes global services Limited delivers 
customer service. Top organisations trust. 
That’s why over 85 per cent of their clients 
move more and more of their outsourced 
customer contact work to SYKES. Their 
Science of Service® approach ensures 
focus, consistency and operational 
excellence in everything we do for clients. 
For you! 

Niyati Lichtenauer 
e: niyati.lichtenauer@sykes.com 
t: +44 (0)131 458 6500 
w: www.sykes.com/ccs.aspx 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 

talliance (Private) Limited
Talliance’s offshore IT Management and 
Software Engineering services give ISVs 
and System Integrators access to talent, 
scalability, and cost optimization. We 
nurture partnerships based on flexibility, 
responsiveness, and attention to details. 
Our processes are well tuned to manage 
full lifecycle projects, critical response 
(24x7), and customized SLAs, giving you 
assurance and peace of mind. 

Ashique Mohamed Ali 
e: ashique@talliancesys.com 
t: +94 11 259 8198 
w: www.talliancesys.com 
Service Lines:  

 Information Technology Outsourcing 
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tata communications Lanka Limited  
offers wholesale voice, Internet Ports, 
IPLC, International VPN, hosted solutions, 
Microsoft exchange, Contact Center and 
CRM solutions. TATA Global Network is 
largest submarine cable networks, Tier-1 
IP network, Connects 200+ countries 
across 400 PoPs. We are preferred choice 
for International connectivity for Many 
Local and MNCs.

V. Ravi Sankar 
e: sales.lanka@tatacommunications.com 
t: +94 11 473 4949 
w: www.tatacommunications.lk 
Service Lines:  

 Contact Centre 
 Information Technology Outsourcing 

techsys (Pvt) Ltd. provides Managed 
ICT Resource and Software Solutions 
by mobilizing the skilled resources and 
offering robust business solutions based 
on industry best-practices.TechSys is your 
end-to-end Partner in Managed & Hosted 
Services (SaaS), Enterprise Workflow 
Solutions, ICT Consulting, Solutions 
Architecting, Customized Software 
Development, Project Management, 
Implementation/Deployment, Systems 
Integration and Support. 

Dinesh Sattrukalsinghe 
e: mktg@techsys.lk 
t: +94 11 537 0670 
w: www.techsys.lk 
Service Lines:  

 Consultancy 
 Information Technology Outsourcing 
 Other 

timex B.P.o (Pvt) Limited. Organizations 
across the world are looking to outsource 
Business Processes to increase value 
and efficiency of their Operations. 
Timex BPO offers a comprehensive 
suite of customer management services 
through a combination of deep domain 
knowledge, experience, backed by the 
right technology. Key to our success is to 
remain focus in driving successful business 
outcomes 

Kalum Perera 
e: kalum@timexsl.com 
t: +94 773 679 7789 
w: www.timexbpo.com 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 
 Information Technology Outsourcing 

tLt LLP
Perran Jervis 
e: perran.jervis@TLTsolicitors.com 
t: +44 (0)117 917 7777 
w: www.TLTsolicitors.com 
noa MeMBer 
Service Lines:  

 Legal 

tPi is the world’s leading sourcing advisor; 
providing trusted industry knowledge to 
implement substantial and sustainable 
improvements in support operations 
through the best combination of 
outsourcing, offshoring, shared services 
and internal service optimisation. The 
hard-earned lessons that have forged 
their sourcing methods ensure that they 
provide a robust and impartial approach.  

Denise Colgan 
e: denise.colgan@tpi.net 
t: +44 (0)1737 371 523 
w: www.tpi.net 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing 

vangent
Irene Garcia 
e: irene.garcia@vangent.com 
t: +44 (0)207 939 3600 
w: www.vangent.co.uk 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 

vantis
Thamina Hannan 
e: Thamina.hannan@vantisplc.com 
t: +44 (0)845 345 0945 
w: www.vantisplc.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Finance and Accounting Outsourcing 
 Knowledge Process Outsourcing 

ventura
Mark Coleman 
e: mark.coleman@ventura-uk.com 
t: +44 (0)845 330 9030 
w: www.ventura-uk.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 

vertex
Sally Gorton 
e: sally.gorton@vertex.co.uk 
t: +44 (0)151 443 9000 
w: www.vertexgroup.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Contact Centre
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virtrium Limited is an IT Management 
Consultancy, specialising in sourcing 
and IT service management. Virtrium 
ensures that contracts deliver lifelong 
value. Expertise includes: benchmarking; 
retained team and organisation 
optimisation; service catalogue and sla 
development; recovering contracts; 
market assessment; rfp preparation 
selection and contract negotiation.

Ed Dennehy 
e: ed.dennehy@virtrium.co.uk 
t: +44 (0)1252 627 776 
w: www.virtrium.co.uk 
noa MeMBer 
Service Lines:  

 Consultancy 

virtusa corporation is a global 
information technology (IT) services 
company providing IT consulting, 
technology and outsourcing services. 
Using an enhanced global delivery model, 
innovative software platforming approach 
and industry expertise, we provide high-
value IT services that enable our clients to 
enhance business performance, accelerate 
time-to-market, increase productivity and 
improve customer service. 

Clayton Locke 
e: clocke@virtusa.com 
t: +44 1344 887 440 
w: www.virtusa.com 
Service Lines:  

 Consultancy  
 Development Agencies 
 Information Technology Outsourcing 

white and case LLP
Ashley Winton 
e: awinton@whitecase.com 
t: +44 (0)20 7532 1000 
w: www.whitecase.com 
noa MeMBer 
Service Lines:  

 Legal 

wilkins Kennedy offers a range of 
flexible outsourced services designed 
to provide customers with the support 
they need. They specialise in working 
with owner-managed businesses, start-
ups and subsidiaries of overseas owned 
companies. Their outsourced services 
include: accountancy; payroll; company 
secretarial; human resources.

David Cary 
e: david.cary@wilkinskennedy.com 
t: +44 (0)1494 545 570 
w: www.wilkinskennedy.com 
noa MeMBer 
Service Lines:  

 Finance and Accounting Outsourcing

wincor nixdorf
e: info@wincor-nixdorf.com 
t: +49 (0)5251 693 30 
w: www.wincor-nixdorf.com 
noa MeMBer 

wirebird Limited
e: custserv@wirebird.co.uk 
t: +44 (0)207 650 2390 
w: www.wirebird.co.uk 
noa MeMBer 

wns global services uK Limited 
is a leading global business process 
outsourcing company. Deep industry 
and business process knowledge, a 
partnership approach, comprehensive 
service offerings and a proven track 
record enables WNS to deliver business 
value to the world’s leading companies. 

Jessica Reinelt 
e: Jessica.reinelt@wnsgs.com 
t: +44 (0)208 754 8289 
w: www.wns.com 
noa MeMBer 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 
 Knowledge Process Outsourcing 

xafinity Paymaster is the largest 
independent annuity administration 
provider in the UK, supporting insurance 
companies and major public and private 
sector pension schemes in making 
payments totalling over £11bn per annum 
to recipients in 180 countries worldwide. 
its approach delivers value, expertise and 
quality which leads the market.

Brian Please 
e: brian.please@xafinitypaymaster.com 
t: +44 (0)1293 604 949 
w: www.xafinitypaymaster.com 
Service Lines:  

 Business Process Outsourcing 
 Contact Centre 

zylog systems Limited is a publicly 
traded IT solutions and services company 
with over 15 years of experience in 
offshore project services, leveraging 
a global workforce. Their business 
solutions include Phoenix™ for insurance, 
Silvanus360™ for waste management/
reverse logistics, FieldPower™ for field 
service management, Bank.Companion™ 
for mobile banking, and Power Migrator™ 
for software modernisation.   

e: NOAenquiries@zsl.com  
t: +44 (0)208 846 9922  
w: www.zsl.com 
Service Lines:  

 Business Process Outsourcing 
 Consultancy 
 Information Technology Outsourcing 



coMPLiMentary coPy.  
not for resaLe.

additionaL coPies are avaiLaBLe  
for Purchase for £150.00.

PLease contact:  
+44 (0) 20 7292 8686  
or  
adMin@noa.co.uK  
for a coPy or go to:  
www.outsourcingyearBooK.coM



How do I find my
way through the
outsourcing maze?

If you keep going round in circles... 
or finding dead ends, Siemens can help!

Sometimes you know where you want to be, but getting there is difficult. And as information
technology increasingly erodes the distinction between IT outsourcing and business process
outsourcing, you may not know which way to turn. 

Siemens IT Solutions and Services is a global provider of outsourcing services, with local presence
and proven expertise. E-mail us at info.it-solutions.gb@siemens.com, or learn more at our web site. 

We can help you find a route.

www.siemens.co.uk/it-solutions 


