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	                                                      Call Center Research Reports BPO Research Reports


There are few good research organizations that publish reports for the BPO/ITeS segment. We strongly feel that you need to take your own decisions after reading these reports. We say this because the same research organization keeps changing its view on the BPO potentional in India every other day. See our news section and you will understand what we mean! 

Please do contribute to this list. 

Note: Usually all such reports are paid reports. Yup, they can be expensive. 

1. AMR Research 

· Indian BPO Services Grow Beyond the Call Center, and Doctors, Lawyers, and CPAs Await - Feb 16, 2005 

· Finance BPO: Achieving Benefits and Minimizing Risks - Feb 7, 2005 

2. Amit Nayak 

· 10 Reasons To Transform Your Meek & Huddled CSR's Into Cross-Selling Giants 

· Certifying the New ITES Economy 

· Communicating With Customers When You Are Powerless 

· Email Services for Effective Customer Service in ITES Sector 

· Fast Guide in Dealing with Customer Complaints 

· HIPAA certification for ITES Professionals in Health Industry BPO 

· GLBA Compliance - Information Protection for Financial Services 

· Data Security Acts For Safeguarding Customer Information 

· How To Dump Your Customers? 

· Identity Theft & 'PHISHING" within Indian BPO Employees 

· Seven Reasons Why Service People Fail 

· The Benefits Of Soft Skills Certification For Call Center Professionals 

· Eight Ways to Motivate Your Call Center Team 

· The Dual Roles of Service Recovery & Customer Feedback 

· Top Four blunders in Training to avoid in 2004 

· Top 7 Reasons Why You Should Have The Call Center Industry Certification 

· Training BPO for BPO Service Providers 

· Training Failures in BPO - Why? 

· Training Tips for Call Center Execs 

· Twelve Laws of Customer Loyalty for Indian BPO's 

· Understanding Cyber Crime Movement in Asia 

· Voice CBT Training for Call Center Execs 

· Why customer retention is so important 

· Why Must BPO Companies hire "Ethical Hackers" 

3. A.T. Kearney 

· Making Offshore Decisions 

· Success Through Shared Services 

· What to Move Offshore? 

· The Many Sides of BPO 

· The Outsourcing Shuffle 

· Debunking the Myths of Marketing Sourcing 

· Where to Locate: Selecting a Country for Offshore Business Processing 

4. Banknet India 

· Report on BPO in the Financial Sector 

· How & Why of Outsourcing - A manual for both client & provider 

5. Bitpipe 

· A Unified Solution for IT Problems: Asset Management, Software Licensing Compliance, and Help Desk Management 

· A User's Guide to BPM 

· Business Performance Management: Merging Business Optimization with IT Optimization 

· Business Process Management Visualization with ILOG Jviews 

· Business Process Automation ... without Software 

· Best Practices: The Path to a Black Belt in Customer Service 

· Data Protection on Enterprise Networks: Meeting Continuity, Compliance, Confidentiality and Cost Requirements 

· Improving Customer Support Effectiveness 
· Echopass EchoSystem
Simply put, the Echopass EchoSystem is the ultimate evolution of the call center. A totally customized service integration platform that can flexibly adapt, extend and scale to meet your changing call or contact center needs on demand, as you need it, today and into tomorrow.

· Implementing a Hosted On-Demand Call Center
When Outrigger Resorts and Hotels needed to upgrade its existing premise ACD, they chose instead to implement a hosted on-demand call center and add new types customer touch points and more agent flexibility. All critical metrics immediately improved, and Outrigger saved $100,000 in the first year. Outrigger is now able to incorporate work-at-home agents into their solution. Watch this 4 minute video to see their story, and feel free to forward to interested peers and colleagues.

· Improving customer service while simultaneously reducing costs - Blue Cross Blue Shield of Tennessee 

· Improving Call Center ROI 

· Key Factors Driving Accelerated Growth of On Demand Contact Centers 
Over the past five years, IP hosted contact center applications with more robust feature sets and other inherent advantages including simple and rapid start-up cycles, and remote management and agent capabilities, have effectively leveled the playing field in the contact center marketplace.

· Messaging Security Approaches for HIPAA and SOX Compliance 

· Positive Customer Experiences Point Squarely to Business Success 

· Provident Bank Cuts Inbound Call Duration Times 40% Using Echopass Advanced Call Center Service 
Once The Provident Bank made the decision to work with Echopass, the two companies carefully reviewed the bank's call center data to assess call volumes and service requests. Based on the findings, Echopass customized the home screen for The Provident Bank agents to instantly provide them with the customer data and account information needed to answer the most frequently asked questions.

· Seven Habits of a Highly Effective Compliance Program 

· Sun Microsystems: A Multimedia, Global Call Center ... with ROI 

· Successful CRM: Turning Customer Loyalty into Profitability 

· 


 HYPERLINK "http://www.bitpipe.com/data/detail?id=1152819119_494&type=RES" \t "external" Tame the Two-Headed Monster: Cost Efficiency and Revenue in Customer Service 

· The State of the BPM Market and Top BPM Trends 

· The Top 10 Information Challenges in Today's Call Center 

· Top 4 Reasons to Implement Speech Self-service: A Call Center Imperative 
Despite the increase in Web interactions, Forrester states that the telephone continues to be the customer service channel of choice. However, opposing factors such as the size of the contact center and budget constraints make the hiring and supporting surplus staff impractical. Learn how to avoid the escalating costs of call centers while still providing customers with the fast service they expect.

· Working Effectively with Standard Outsourcing Contracts 

6. 


 HYPERLINK "http://www.cio.com/" \t "external" CIO 

· 


 HYPERLINK "http://www.cio.com/article/104804/Security_Secrets_of_Outsourcing" \t "external" Security Secrets of Outsourcing
Today, mitigating outsourcing security risks is more important than ever. Burton Group Analyst Diana Kelley offers tips on determining risk levels, monitoring your vendor and negotiating service level agreements.

· 


 HYPERLINK "http://www.cio.com/article/107300/What_em_The_World_Is_Flat_em_Means_to_IT_Outsourcing" \t "external" What The World Is Flat Means to IT Outsourcing
Nandan Nilekani, CEO of the outsourcing firm Infosys and the man who inspired the phrase 
the world is flat,
 is pushing a new mantra that could become just as universal. Relaxing on the couch in his Bangalore office, Nilekani points out that his own company has offices in 39 countries around the world. And it
s not alone. Wipro, another large India-based IT services company, has eight offices in Europe alone, and TCS, the IT services arm of the Indian conglomerate Tata, has 10 development centers and 10,000 consultants in the United States and Canada.

· How to Create a Good Relationship with Your Indian Vendor
Despite the threat of commercial ascendancy from China, Russia and others, India still leads the pack as an offshore outsourcing destination, and its global presence is only growing. You need your Indian vendors
 expertise, you entrust them with many of your company
s secrets, and you depend on them for profitability. A good relationship benefits you both. But relationships are tough to build in the best of circumstances, and when you bring cultural differences and distance into the mix, misunderstanding and frustration can arise on both sides. Here
s how to bridge the U.S.-India cultural divide.

7. 


 HYPERLINK "http://www.fsoutsourcing.com/" \t "external" FS Outsourcing 

· Is It Worth Outsourcing for CMM Level 5? 

· In Offshoring One Size Does Not Fit All 

· Destination Primer: Revisiting India 

· Outsourcing Can Cut Costs, But You Can't Outsource Responsibility 

· FSO/FAO Survey Results: Mid-Market Needs in the Financial Services Industry 

· Converging Investment Worlds: Good or Bad for Outsourcing?
Depending on your point of view, the next 12 to 18 months can potentially be a very exciting or frustrating time for investment managers. Driven by the search for alpha, both hedge funds and mainstream investment firms are devoting significant attention and resources to product innovation, thereby broadening the spectrum of investment products in the marketplace. 

Currently, there are numerous complex investment structures such as master/feeder, multi-manager, multi-class, exchange traded funds, fund of funds, hedge funds, private equity funds, CDOs, and a variety of non-U.S. fund structures. Add to that a new series of products that may, for example, be a blending of structured and actively managed products.

· Mortgage Providers Gear Up for Increased BPO 
It is not the environment it once was for mortgage providers. As sales for homes continue to drop, so do mortgage volumesand profit margins. And competitive pressure leaves mortgage providers little time to adjust: they must consolidate, simplify, cut costs across the board, and acquire that nimbleness that will allow them to quickly adapt to changing market conditions. 

· Negotiating Indirect Procurement Outsourcing Agreements
Indirect procurement outsourcing deals may seem like other standard business process outsourcing deals, but dont be fooled by the similarities. Indirect procurement is different, and it requires certain contract terms that are unique from those used in other outsourcing deals. This article explains some of the key differences and important considerations in structuring an indirect procurement services contract. But first, a little background.

· Working It Out: Stock-market Players Detect And Reward Smart Outsourcing 
Last year, some 28 percent of corporate managers surveyed told Evans Data, a market research firm, that their primary driver for outsourcing was cost cutting. You'd think saving money would catch the eye of Wall Street but, in fact, it doesn't. 

Researchers from the W. P. Carey School of Business examined the effect outsourcing announcements had on firm value as measured by abnormal stock returns. Managers do send work to other firms in an effort to shave costs, gain skill sets, build competitiveness and, ultimately, boost earnings. However, not all outsourcing announcements raise stock prices. Only truly innovative contracts made investors take notice and applaud the decision with market buy-in that elevates stock value.

8. Firmbuilder 

· Visiting Offshore Suppliers
Risks surrounding offshore outsourcing must be understood and addressed to achieve financial and performance goals that typically drive an outsourcing initiative. This article outlines a best practices approach for ensuring the success of an offshore supplier/industry visit. 

· Putting Offshore Outsourcing in Perspective
Taking operations offshore, in general, and offshore outsourcing, in particular, are receiving unprecedented attention - in the executive suites of both customer and provider companies, in the reports and recommendations of consultants, in the countries, like India, that are recipients of much of the new business, and in the Western media. 

· Diving into BPO - by Unisys Corporation
Compared with traditional IT outsourcing, business process outsourcing can mean greater risk -- and greater reward. Here's how to avoid slip-ups and score high. 

· In My Opinion: The India Advantage - by JDalal Associates, LLC
The goal of Indian IT services companies should be to become the BPO provider of the world by offering something more than low rates. 

· Supranational Law of Outsourcing: Market Access Rights of Service Providers Under WTO Rules on Trade in Services
This article explores legal and public policy issues with respect to market access rights of service providers under World Trade Organization (WTO) rules on trade in services 

· BPO and Relationship Management
Outsourcing deals have been won and lost on the basis of the relationship a service provider builds with the prospective client, and relationship is even more critical in BPO than in the Information Technology field. 

9. Gartner 

· Management Update: Evaluating and Mitigating Outsourcing Risk - April 2004 

· Insurance BPO: How a Deal Evolves - Jan 9, 2003 

· Buyers Beware: Indian IT Service Providers Foray Into BPO - Dec 2, 2002 

· Business Process Outsourcing - A Market Overview 

· VoIP in Public Services: Facts, Fiction and Myth - Dec 2, 2002 

· VoIP: Beyond the Hype - Dec 2, 2002 

· Wholesale VoIP: The Secret Ingredient in International Voice - Nov 29, 2002 

· Asia/Pacific VoIP: A Change of Heart 

· Why Customer Relationship Management Will Not Go Away - Oct 31, 2002 

· Users of BPO Report High Satisfaction With Existing Relationships - Oct 7, 2002 

· An In-Depth Assessment of the Philippines for Offshore IT-Enabled Services - Sept 18, 2002 

· Business Process Outsourcing in India: A Fact Book - June 26, 2002 

10. Giga Information Group 

11. IDC 

· Communications Infrastructure Outsourcing Has A Strong Trend, Says IDC Outsourcing Survey 

· IDC Brings Successful Business Process Outsourcing Conference to San Francisco 

· Japan Business Process Outsourcing 2004-2008 Forecast 

· Avaya: Profile of a Key IP Telephony Player 

· Worldwide Customer Service and Contact Center Applications 2004-2008 

· Top 10 Worldwide and U.S. IS Outsourcers 

· Outsourcing 
 A Three-Pronged Potential Growth Area in the Nordics 

· Offshore Services Providers' Impact in Western Europe Only Moderate 

· Reaching Satisfying Levels: An Outsourcer's Guide to Gratifying Canadian Customers 

· Offshore Outsourcing May Grab the Headlines But Real Uptake Still Lags Behind in Western Europe 

· Worldwide BPO Services 2004 Vendor Analysis: Assessing the Strategies of IT Service Providers 

· IDC Profiles Leading Customer Care BPO Providers and Evaluates Their Ability to Lead In the Marketplace 

· Global Finance and Accounting Outsourcing Market to Surpass $47 Billion in 2008 

· Indian Offshoring Not a Threat to Engineering and R&D Services Players in Western Europe ... For Now 

· U.S. Finance and Accounting Outsourcing 2004-2008 Forecast and Analysis 

· "IT Inside" - BPO and the Business Face of IT 

· Norway Business Process Outsourcing (BPO) Market Forecast and Analysis, 2003-2008 

· Finland Business Process Outsourcing (BPO) Market Forecast and Analysis, 2003-2008 

· KAZ: Strengthening Its Focus on BPO Services 

· U.S. Spending on Claims Process Outsourcing Grew to More Than $10 Billion in 2003 

· Fidelity Wins Bank of America; First Transition of a Major HR BPO Contract to a New Provider 

· Convergys Expands into Training Outsourcing with Acquisition of DigitalThink 

· Identifying Tomorrow's BPO Leaders and Innovators: A Progress Report on Competition in the BPO Market - March 2004 

· Growth of BPO Will Lead to Convergence of Human Resources and Finance & Accounting Services - Feb 10, 2004 

· IDC Study Predicts Worldwide Procurement BPO Market To Increase 15.2% To Reach $12 Billion by 2007 - Dec 17, 2003 

· Worldwide Procurement BPO Spending by Region, 2002 and 2007 - Jan 2004 

· IDC Survey Results Reveal Retailers More Likely to Adopt BPO Services Than Manufacturing and Utilities Industries - Jan 2004 

· BPO Adoption Status Across Five U.S. Vertical Industries - Jan 2004 

· Reality Check on the Business Process Outsourcing Market in Australia - Jan 2004 

· Accenture's Evolving BPO Strategy: From Transformation to Industrialization - Dec 2003 

· VoIP VPNs: AT&T Ups the Ante for Enterprise Services 

· Worldwide Procurement BPO Market Still in Its Infancy Despite Increasing Interest - Sept 23, 2002 

· Worldwide Procurement Business Process Outsourcing (BPO) Forecast and Analysis, 2002-2006 - Sept, 2002 

· European Business Process Outsourcing (BPO) Forecast and Analysis, 2001-2006 - July 2002 

12. Indiareports 

· Call Centers - An Introduction 

· BPO - A Perspective on Outsourcing 

· Destination India 

13. IT Papers - A Product of CNET Networks 

14. Karvy 

· Quality Service Index's impact on Airline Industry 

· The Multiple Personalities of Hedge Funds 

· Revenue Management for the Hospitality Industry - Karvy 

15. Moitf Inc 

· Accelerating the Learning Curve by implementing Six Sigma practices 

· Enhancing Performance through Zero Tolerance 

16. neoIT 

· Global ITO and BPO trends for 2006 

· A Process to Measure the Returns of Global Outsourcing Initiatives 

· Best Practices in Communicating Global Outsourcing Initiatives 
The success of the communication plan depends on the development of customized communication streams that have the end objective of addressing key challenges, managing resistance to change and achieving stakeholder buy-in. Effective communication strategies comprise of both internal and external elements and are treated as a separate function with its own set of objectives, guidelines and tactics. This issue goes on to discuss the factors that an organization should consider when developing an effective communication strategy. 

· Captive Offshore Development Centers (CODCs): Are they delivering the desired value?
The increased acceptance of offshore outsourcing with IT departments and Independent Software Vendors (ISVs) has encouraged the development of global delivery models through geographically dispersed company owned captive offshore development centers (CODCs). Capabilities of CODCs differ based on the strategies of the parent organization and should be expected to evolve over time to better align with the overall strategy of the parent organization. The CODC framework discussed in this paper identifies the key factors that need to be in place within the CODC for it to move beyond its cost reduction role to a more value-added role of supporting the parent organizations business strategies 

· Ensuring Success Through Proper Governance
Best practice firms establish a governance body across organizational, functional and operational levels and ensure continual commitment to various factors throughout the lifecycle of an initiative. The key factors for successful governance include consistent internal commitment, extended / appropriate role definition and adequate team staffing to name a few ... 

· Is Outsourcing Part of the Solution to the Higher Education Cost Dilemma: A Preliminary Examination
The report provides a review of the relatively small amount of existing information about the extent to which colleges and universities turn to outside vendors to do tasks traditionally done by employees. It finds (based in part on surveys done by the National Association for College and University Business Officers and other groups) that most colleges have turned to private entities to perform at least one function, in areas such as bookstores, food services and technology, and that the use of outsourcing is on the rise 

· Outsourcing to the Philippines: Metro Manila and Beyond
Metro Manila, which has long dominated the countryb
s other cities as an outsourcing destination. It brings to light eight other cities that have emerged to not only complement but also contend with Metro Manila as viable outsourcing destinations. More importantly, as demonstrated in this whitepaper, is the ability of these cities to continue to improve their services competency which will greatly impact the Philippinesb
 overall performance vis-C -vis India and improve itb
s viability as a key outsourcing destination in the global BPO market. 

· Mapping Offshore Markets Update 2005
Overall, India and Canada retain their dominant position in the ITO and BPO industries. However India's weaknesses in certain segments have resulted in opportunities being exploited by newer offshoring destinations. Poland, for example has shown remarkable growth as an outsourcing destination in both ITO and BPO. 

· The China Reality Check - Impressions from a Recent Market Visit
At the end of April 2005, neoIT conducted a China Knowledge tour and visited 16 leading offshore IT services suppliers spanning the markets of Shanghai, Beijing and Dalian. The trip was extremely informative as it allowed better appreciation of the facilities and capabilities of the Chinese IT services companies. The visit also facilitated an evaluation of the state of infrastructure in various parts of China and an assesment of the demand and market trends for IT offshore services from the western world. 

17. NASSCOM 

· Quality Models For IT-Enabled Outsourcing Services 

· HR BPO: Offering customers a bouquet of benefits 

· NASSCOM-QAI ITES-BPO Report 

· WNS's adoption of competency-based frameworks to deliver higher performance and productivity in the area of HR 

· Legal and tax implications for US financial institutions when dealing with Indian BPO firm 

· Challenges faced by overseas customers, particularly the ones in Europe, is between cost and cultural fit 

· Philippines Contact Centres: A Perspective 

· The Nasscom Netscribes ITES/BPO Super nine Research Report - August 2002 

· NASSCOM-McKinsey Report 2002 - June 2002. Also see 

18. Sanjeev Sharma 

· A right way to motivate an employee, is to win his heart!!! 

· BPO Industry in India - A Report 

· Call Centers in India - Challenges for HR Professionals 

· High Attrition Rate: A Big Challenge 

· Human Issues in Call Centers and BPO Industry 

· Employee Retention Process and Your Marriage... 

· Employee Motivation: A Report 

· Importance of Team-Working in IT and ITES Industry 

· Making of Great Leaders 

· Organizational Development- A Basic Research Report 

· PCMM Model for a Layman and its Application 

· Recruitment Management System - Finding the ROI on Recruitment 

· For HR Professional..to be a Strategic Partner...there are miles to go 

· Handling "Expatriates"...Issues and Challenges...ARE WE READY? 

· Recruitment is a Challenge in Call Center/BPO 

· Retention Strategies in ITES-BPO Industry 

· Delegation - An Internal Outsourcing 

· Talent Acquisition in 21st Century..A BIG Challenge... 

· Understanding BPO/Call Center Industry and HR Issues 

· Your Personal SWOT Analysis and Preparing your Curriculum Vitae 

19. Prayag Consulting 

· Marketing Research Pratices - June 2004 

· Picking the right model for your BPO initiative 

· Assessment of regional potential of China 

· Study of German offshore market 

20. Wharton 

· What's Next for India: Beyond the Back Office
In December 2006, Mumbai-based Tech Mahindra won India's biggest outsourcing deal to date -- a five-year, $1 billion contract from British Telecom to provide technical support. Tech Mahindra, in which BT has a 35% stake, bettered a September 2005 deal in which three Indian IT services firms were among five international providers picked by Amsterdam-based financial services company ABN Amro for one of the biggest outsourcing contracts ever handed out. Infosys Technologies, Tata Consultancy Services and Patni Computer Systems share that $2.2 billion, five-year contract with IBM and Accenture. In another corner of India's outsourcing industry, a much smaller firm created a niche "spot market" for knowledge services. Yet another Indian outsourcing service provider built a platform of expertise to provide patent-related legal resolution support services -- several notches above the patent writing functions that were considered high-end assignments until recently.

· Indian BPO Firms Step Out of the Back Office, toward Knowledge Process Outsourcing and Beyond
At every juncture in the Indian outsourcing industry's growth curve, its players seem to be discovering a changing array of new frontiers, beyond merely scaling up in their familiar territories. Interviews with experts from Wharton, Boston Consulting Group and outsourcing companies reveal that the industry is moving well beyond transaction-intensive services like call-center support or check processing, and now seems to have achieved critical mass in its quest to provide knowledge process outsourcing (KPO) services -- where skills, judgment and discretion are the tools.

· China or India: Which Is the Better Long-term Investment for Private Equity Firms?
India and China are both vast countries just opening to development, filled with opportunity and risk for private equity investors. Inevitably, the two countries' rising economic fortunes invite debate over which offers the better climate for investment.

· Offshore Outsourcing: What's Working, What's Not 

· Can Big Blue Succeed In BPO? 

· Offshoring Services: Which Are the World's Top Locations -- and Why? 

· India: No Gains without Growing Pains 

· Can BPO Work for Small Business? 

· BPO Providers Are Moving Up the Value Chain 

· How Hyderabad Emerged as a BPO Hub 

· Mauritius Calling: We Want Your Call-Centers 

· Wharton Executive Education program on Business Process Outsourcing 

· Special Section: The Rush to Send Back-Office Business Overseas - Part 1 and 2 

· Managing the Extended Organization: Handling the Risks of BPO Relationships 

· The Case For, and Against, Shifting Back-office Operations Overseas 

· In a Global Economy, Competition Among BPO Rivals (Philippines, Jamaica, Sri Lanka) Heats Up 

· IT Enabled Strategic Outsourcing: Knowledge Intensive Firms, Information: Ravi Aron and Jitendra Singh 

· Time to Redial: VOIP (Voice Over Internet Protocol) Makes a Comeback 

21. Other 

· Examining Outsourcing Agreements: The Role of Contractual and Accounting Controls 

· Analysis of how cultures collide when outsourcing to India - Computing Mar 27, 2003 

· Attrition In Indian BPO Industry 

· BPO - Plain Vanilla or Sundae? - Jaspreet Arora 

· Business case for outsourcing with a focus on HR systems and processes - People Management - Dec 3, 2002 

· Call centres take jobs to India - Arizona Star - May 14, 2003 

· Call and Contact Centre Research: Mitial International 

· Chief Outsourcing Officer - Do You Need One? 

· CRM Market Predictions for 2004 

· Cold calling, Bangalore style - National Post (Canada) - July 16, 2003 

· 


 HYPERLINK "http://cp.jupiterweb.com/index.php/3271_gettingstarted/" \t "external" Getting Started with VoIP: A Practical Guide for Midsize Business
IP communications is the key. It can help you lower costs by moving all your communications-voice and data-to a single manageable network supporting your existing systems and software. Begin by taking a good look at what your communications technology does for your business today and then see how much more you can do with VoIP.

· Human Resource Management Implementing best practices
- Motif Inc 

· Indian Outsourcing Vendors - Grammar 

· Leading Outsourcing Indicators: Polling to Help Organizations Make Informed Outsourcing Decisions 

· Loosen The Noose Around Outsourcing 

· Multinational Company Investment in Developing Countries: BPO Case Study - McKinsey 

· Offshore Outsourcing Business Models, ROI and Best Practices by Marcia Robinson and Ravi Kalakota 

· Quantitative management of call centers 

· Top 10 Risks of Offshore Outsourcing - METAGroup 

· The outsourcing debate moves up a level - Mark Hillary 

· What it takes to set up a call centre 

· White paper on BPO-Contact Center Offshore Outsourcing - Arif G Syed 

· White Paper - Technical Support Services - 247customer.com 

· White Paper on State of the Healthcare Offshore BPO Industry and Market Dynamics for 2003 (PDF) - FREE 

· White Paper on Strategic BPO in the US Healthcare Industry - FREE 
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