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Value objectives

Cost is a prerequisite to achieve 
quality and mitigate risk 

1. Lower cost

2. Better risk 
management

3. Better process quality

Sources of value Technology impact

• Standardization, 
Automation

• Built-in best-in class 
process design;

• Reduced IT-Complexity

• Process control and 
governance

• Economies of scale

• Process optimization

• Labour arbitrage

• Economic value needs to be maintained over time, and (ongoing) innovation supported

• Portability, extendibility and evolution of process/IT solution

Key stakeholders Select benefits for BPO

Shareholder and 
top management

Management

Employees

BPO goals Cost improvement Quality improvement Risk reduction

Cost reductions
• Process operations
• IT
Reduction of CAPEX and working 
capital
Growth in-line with company 
strategy

Increased revenue
• Focus on core tasks and corporate 

strategy
• Increase customer satisfaction

Strategic flexibility
• M&A, Restructuring
• Flexibilisation of cost

Ripple-on effects on retained 
processes
Reduced cost of errors

Increase employee morale
• Reduce share of administrative work
• Regular Enhancement through 

controlled releases 
• Dedicated support team 
• SLA driver services 
• Best in class facilities 
• Internal service quality

Operational agility
• Process changes
• Volume changes
• Regional expansion
• Improved compliance 

Empowerment
• Easy-to-use self service
• Continuous learning/ up-skilling
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IT-enabled

Indirect IT inf luence

Scale, Automation

Skill, best-in-class 
processes

Reduction of 
customisation

Consolidation of 
infrastructure (scale)

Labour arbitrage

DriversTypical cost savings achieved through BPO

Cost of pre-existing 
processes

Total cost of outsourced 
processes*

Productivity 
gains

Labour and 
related costs

~70%
-30%

Reduced 
complexity

SW maintenance & 
implementation ~11%

Software ~8%

Hardware & 
Operations ~11%

IT

-20 to – 70%

~ 20-40%

-20 to – 50%

-20%

Governance
Provider Margin

New

SAP Hosting

HA Virtualised 
Landscape

Access & 
Security 
Solutions

Business 
Continuity

Capacity 
Management

Simplified 
Configuration

DR and Backup
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Relationship ends
De-provisioning

Relationship 
begins

Move 
locations

Promotion

New project

Routine user 
administration

Assign assets

Password expires

Forgot 
password

Password 
Management

Access 
management
Access resources
Single sign-on
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