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Position Specification 

The Market Opportunity: Business Process Outsourcing (BPO) 

What is BPO?

A broad definition of BPO is the outsourcing of part of a business process, or whole of a business process (which can include CRM, call centers, logistics, management of a section in the supply chain, finance and accounting, HR and training, as well as procurement--where the services company may take over the strategic sourcing or management of suppliers, or other administrative or customer facing business functions) to an external provider that, in turn, owns, administrates and manages the selected process(es), based on defined and measurable performance metrics.
In a report on the business process outsourcing market, Gartner says BPO has moved from single-process outsourcing, such as accounts payable, to highly aggregated offerings. The example Gartner gives is outsourcing human resources, which involves payroll processing as well as administration, recruiting, training, and personnel administration.

A good example of BPO is an airline outsourcing its food and administration, or a hospital outsourcing its food and linen supply. Sales force outsourcing has rapidly become a growing area as well within the overall BPO market along with the explosive growth of the virtual company and the Internet.

Why Outsource?

Outsourcing, often referred to as the most important management development of the decade, is based on the principal "if it isn't your company's core competency, then take the activity or business process and contract it out". In his book, "Strategic Outsourcing", Maurice Greaver says, "[outsourcing] is an indispensable tool for world-class companies, allowing them to improve their products and services, lower their costs, and enhance their flexibility".

For organization to be successful, business leaders need to be business strategists, concentrating on how to best utilize the workforce and manage the business, and not be bogged down in administrative detail. Many organizations have started to use or are looking seriously at outsourcing some or all of their business services to business expert partners, as the way to freedom from administrative detail, thus providing the time needed to manage effectively.

Various business experts and market trend reports have stated that outsourcing, in particular Human Resource outsourcing, is one of the fastest growing segments in the business process outsourcing market. It is anticipated that in the next few years more than 70% of organizations will use some form of HR outsourcing. In addition to needing freedom from administrative detail, the difficulty and cost in finding, maintaining, and retaining in-house experts in the very diverse and constantly changing human resource and technology arenas are also major factors. Facilitating the outsourcing trend are the continuous advancements being made in technology, allowing service providers more options and greater flexibility in meeting their clients needs. 

What's in it for me?


While IT outsourcing, such as farming out control of a data center, can cut costs 10 percent to 15 percent, BPO results can be more dramatic than what IT outsourcing service offers. What you're providing on the BPO side is much more valuable to the client given outsourcing a business process may shave 40 percent to 60 percent off the bottom line.

As more and more companies realize the significant benefits and resulting profitability of outsourcing, the size of the outsourcing service market has exploded growing from virtually no activity in 1980 to $110 billion in 2002 and continues to show healthy growth despite the economic downturn. Worldwide, BPO services will grow to $173 billion in 2007 at a 9.5 percent compound annual growth rate (CAGR).

BPO Growth Drivers

The following are several key BPO growth drivers:

· The economic downturn and increasing competition is putting cost pressure on enterprises that attempt to optimize their internal operations by reducing the cost of transaction processing in non-core areas.

· New technology and media are creating opportunities for outsourcing entire lines of products and services using these new technologies, such as online payroll, online benefits administration, online order management, online transaction processing, and so on.

· Globalization is driving multinational enterprises to outsource business processes to local service providers to gain local process expertise (for example, in finance or HR management).

· Early adopters of BPO services, primarily large organizations, continue to expand their relationships to include new process areas. For example, companies that have outsourced their payroll functions begin to outsource other HR or finance and accounting functions.

· The demand and supply of BPO services are beginning to mature in Western Europe and Asia/Pacific, including in Japan.

BPO Geographic Forecasts

Whereas North America represented almost 60 percent of the total BPO opportunity in 2002, growth in other regions will outpace U.S. growth over the forecast period.

Table 1

Worldwide BPO Market Size and Forecast by Geography (Millions of Dollars)

	
	2002
	2003
	2004
	2005
	2006
	2007
	CAGR (%)

2002-2007

	North America
	62,256
	69,452
	74,641
	81,263
	88,555
	97,129
	9.30

	Latin America
	2,871
	3,127
	3,418
	3,879
	4,370
	4,979
	11.64

	Asia/Pacific
	8,077
	8,710
	9,640
	11,006
	12,611
	14,136
	11.84

	Japan
	8,789
	9,167
	9,582
	10,199
	11,013
	12,047
	6.51

	Western Europe
	24,827
	27,542
	29,844
	32,302
	35,513
	39,200
	9.57

	Eastern Europe
	1,268
	1,410
	1,546
	1,707
	1,927
	2,175
	11.39

	Middle East and Africa
	2,079
	2,278
	2,500
	2,734
	3,045
	3,405
	10.37

	Total
	110,167
	121,687
	131,171
	143,090
	157,033
	173,070
	9.45



Gartner Dataquest (May 2003)
Although Gartner Dataquest reduced the BPO growth rate compared with its precedent forecast to take into account changes in the economic environment, BPO opportunities for IT services providers remain strong growing faster than any other IT services segment. However, not all IT services providers are positioned to sell BPO services. The combination of people, process and technology expertise, as well as the ability to sell to business buyers (beyond the IT department) will be key in determining a provider's success in this market. 

Our Client: Vsource, Inc. (http://www.vsource.com/)
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Vsource, Inc., headquartered in San Diego, Calif., is the market leader in providing seamless, customizable and comprehensive Business Process Outsourcing (BPO) services under the Vsource Versatile Solutions trade name, to Fortune 500 and Global 500 organizations across the Asia-Pacific region, Europe and the US. Vsource Versatile Solutions include Human Resource Solutions, Warranty Solutions, Sales Solutions, and Vsource Foundation Solutions, which include Financial Services, Customer Relationship Management (CRM) and Supply Chain Management (SCM). Vsource operates shared customer service centers (Vsource Customer Centers) in Malaysia and Japan, and has offices in the United States, Hong Kong, Singapore, and Australia. Vsource clients include ABN AMRO, Agilent Technologies, EMC, Gateway, Haworth, Network Appliance and other Fortune 500 and Global 500 companies.

Vsource offers BPO solutions in several categories:  

· Professional Employer Organization (PEO) Solutions

· Customer Outsourcing Solutions

· Human Resources Solutions
· Warranty Solutions
· Foundation Solutions
· Sales Solutions
Professional Employer Organization (PEO) Solutions
Today, more than ever, businesses need help managing increasingly complex employment-related matters such as workforce management and administration, employee benefit plans, workers' compensation claims, payroll and payroll tax processing, unemployment insurance claims, and compliance with the myriad laws and government regulations. 

More and more, companies both large and small are finding ample reason to outsource the routine responsibilities of employee relations and employment-related paperwork. 

PEOs provide employers much more than a substantial break from the costs and distractions of regulations, they also help to free the time of managers and help them manage their people. 

Growth oriented small- and middle-market businesses face unique administrative challenges. When times are good, rapid growth calls for additional administrative assistance in Human Resources, payroll, purchasing and other support areas. When times are difficult, this administrative burden threatens their survival.

These businesses need a single, trustworthy resource they can be confident in to fulfill their everyday administrative responsibilities effectively and efficiently. Vsource provides growing businesses with a comprehensive suite of customizable administrative and HR services that focus on:

· Employee retention and workforce development 

· Minimizing employer risk 

· Effectively managing employment-related expenses 

Vsource helps clients focus their time and energy on what matters most…growing their business and  profits.

Customer Outsourcing Solutions consist of:

Human Resources Solutions
Vsource understands the complexities of the Asia-Pacific marketplace - the multitude of currencies, customs, languages, tariffs and financial and statutory regulations. More importantly, they know how to integrate these variables to service the entire region. As a single vendor for a client organization's Human Resources Solutions across Asia-Pacific, Vsource provides consistency and reliability. 

Using a Web-based interface, their clients’ human resources professionals have easy access to comprehensive payroll and human resources reports. Client employees can access a complete range of self-service tools through Vsource’s multilingual help desk or via the Internet.

Since Vsource Human Resources Solutions are completely customized, they integrate with a client’s enterprise applications and match the look and feel of a client organization's existing inter- and intranets. These solutions come equipped with Vsource personnel at a client’s disposal: a dedicated project team with complete understanding of Asia-Pacific accounting principles, government reporting requirements and human resources procedures.

A single Human Resources Solutions provider for the entire region means consistency. It means significant cost savings compared with the alternative of implementing an in-house solution that could take months to execute successfully. It means an elimination of the extraneous costs of multiple vendors and the lack of uniformity from country to country, vendor to vendor.

Warranty Solutions:

Vsource realizes that the key to growing a successful customer base is in providing excellent service to a client’s current customers. Vsource Warranty Solutions are the most comprehensive and cost-efficient post-sales support available throughout Asia-Pacific. 

Powered by Vsource Customer Centers in Kuala Lumpur, Malaysia and Osaka, Japan, Vsource Warranty Solutions and its highly trained staff are ready to service client customers immediately. Vsource increases retention rates and empower a client sales force with the ability to acquire new customers, while reducing overall costs for warranty. 

Vsource clients’ customers demand the best service. Vsource Warranty Solutions provides it employing the latest most reliable solutions technologies tailoring their services to client requirements and desired service levels.

Foundation Solutions:

Vsource collectively terms their Customer Relationship Management (CRM), Supply Chain Management (SCM) and general Financial Services - Vsource Foundation Solutions.  Vsource Foundation Solutions are just that, the foundation for client Asia-Pacific operations, big or small. Vsource Foundation Solutions are cost-effective, customized and fully scalable to meet the exacting demands of their clients’ business. All powered by premier Vsource Customer Centers in Kuala Lumpur, Malaysia and Osaka, Japan.

Sales Solutions:

Vsource Sales Solutions teams across Asia-Pacific are ready and waiting for client products ready for comprehensive sales, marketing, advertising, branding, product planning, SKU management and general product communication. Vsource Sales Solutions can help clients whether they are just coming into the region, want to expand within it or need to improve the effectiveness of their organization. 

Powered by Vsource Customer Centers in Kuala Lumpur, Malaysia and Osaka, Japan, Vsource established infrastructure delivers faster time-to-market, lower market entry and expansion costs, and a scalable environment that can grow along with a client’s business. Vsource’s existing infrastructure also frees a client’s organization from the high cost of having to build their own, especially if a client is planning on serving smaller Asia-Pacific markets.
Management Team
· Phil Kelly, Chairman and CEO
Phil Kelly was a co-founder of NetCel360, a company with which he held a similar title and role before its acquisition by Vsource in June 2001. Under his leadership, Vsource has successfully completed a re-engineering of its business model from a developer of internet-based applications to that of the world's premier solutions and services provider for the Asia-Pacific region. This strategic shift, in turn, has resulted in a dramatic increase in both Vsource's customer base and in its sales amongst some of the world's largest and most respected organizations, while simultaneously achieving recognition for the company's unique, globally focused, value added proposition. 

Prior to Vsource, Phil Kelly served as President of Dell Computer Corporation Asia-Pacific, where he established a comprehensive distribution network serving customers in 49 countries. He was responsible for the establishment of Dell's 238,000-square-foot Asia Pacific Customer Center (APCC) in Penang, Malaysia, a center that manufactures the entire line of Dell computer systems for Asia-Pacific. He later established Dell's second Asia-Pacific manufacturing facility based in Xiamen, China.  Phil's direction of Dell Asia-Pacific created the fastest-growing region in the entire organization. His Asia-Pacific team consisted of 1,400 members that contributed more than US$1 billion of Dell's overall annual revenue. 

Prior to joining Dell, Phil served as Vice President and General Manager of Motorola, Inc.'s Land Mobile Products Sector, North Asia Division. Based in Hong Kong, he would oversee the operations, planning, distribution and product planning for an area that included China, Hong Kong, South Korea, Taiwan, Japan, and the Philippines. Phil also created Motorola's first telephone/direct mail operation for the U.S. market. 

A recognized industry leader in high technology and e-commerce in the Asia-Pacific region, Phil Kelly has been quoted extensively in Business Week, Fortune, Far Eastern Economic Review, the Asian Wall Street Journal as well as other various top-tier Asian publications. He has also appeared on CNBC as well as on a variety of Asian television networks. In addition, Phil is the author of "Asia360," a guide on corporate expansion for enterprise organizations seeking a presence in Asia-Pacific.

· Dennis Smith, Vice Chairman and Chief Financial Officer 

Together with Phil Kelly, he was a co-founded NetCel360 in late 1999, where he served as Chief Strategy Officer until its acquisition by Vsource in June 2001. Since the acquisition of NetCel360, Vsource has grown rapidly, both in terms of revenues and operating profits.

Dennis has held senior positions in Asia's financial sector for over a quarter of a century. He began his career in Asia with First Chicago (now Bank One) in the mid-1970's, holding senior banking and investment banking positions in Hong Kong, Singapore and the Philippines. In 1984, he co-founded ChinaVest, the first venture capital firm focused on investment in Greater China. From 1984 through 2000, ChinaVest became one of the largest and respected independent private equity firms in the region, with capital under management of more than $300 million from some of the world's largest and most prestigious institutions in five investment programs. As general partner and managing director based in both Hong Kong and Taipei (where he was responsible for building the firm's Taiwan practice), Dennis played a leadership role at ChinaVest, which in turn, made a number of breakthroughs for the private equity industry in the region including: the first investment strategy concentrated on Greater China (China, Hong Kong and Taiwan as an integrated economic region); active investment with Chinese entrepreneurs building service and manufacturing links to China through Hong Kong and Taiwan; investment in services-related businesses driven by the rise of the Asian consumer; and the introduction and execution of sophisticated financial structures including management buyouts, leveraged acquisitions and re-caps as innovative approaches to investment in Asia.

· Ted Crawford, President – PEO Business 
Ted brings to the Company extensive sales and management experience from the PEO, financial services and insurance industries. His background includes a proven record of producing maximum sales results from professionals in multiple industries and markets. Ted’s PEO career began with Administaff, where he built and directed an award-winning sales force. Previously, he held sales management positions with CUNA Mutual Group, and successfully managed two multi-state financial services divisions, taking both from bottom to top in national sales performance. Upon completion of a degree in Finance, Insurance and Real Estate from Stephen F. Austin State University, Ted successfully owned and operated an insurance agency.
The Opportunity – Director of PEO (Professional Employer Organization) Services

This position requires the ideal candidate to ultimately be located in Dallas, Texas PEO Operations headquarters. The ideal candidate must be very comfortable with the risks and rewards of a rapidly growing PEO environment.  While well capitalized, Vsource is bringing a new capability into a rapidly unfolding marketplace.  This type of challenge is a selling point for the right individual, who will appreciate the magnitude of the opportunity presented to them.  Vsource is looking for a passionate extremely creative individual that will thrive in this fast paced environment and understands the service and support requirements associated with this type of impactful consultative solutions delivery.  The dynamic nature of our client’s business demands that this person have the flexibility to adapt to change, push their own personal and professional limits, the character to stand in the face of uncertainty, and the judgment and experience to know which course to pursue.

Position Profile  
Vsource is uniquely positioned to take a leadership role in the Professional Employer Organization (PEO) solutions marketplace.  As such, Vsource is looking to fill the position of Director of PEO Services.  

Reporting directly to the President of Vsource’s PEO Business, and initially responsible for building a Dallas, TX based and field based customer service and support team of 20-30 people spread across the United States, the Director of PEO Services is responsible for total US account management and the related total customer experience from Service Level Agreement contract signing, and the “on-boarding process” that sets up the framework for customer retention (e.g., ensuring all necessary forms are filled out, services that were contracted for are implemented, client orientation, etc.), through the life of customer, and includes ownership of customer referencability, renewal, and referral.  The Director of Services is responsible for setting performance standards, policy development and deployment to meet the customer service, satisfaction, and problem resolution goals of the company, and maintains a strong personal understanding of product/service offerings, procedures and company systems, providing feedback to Operations and Marketing teams to ensure all customers have accurate and timely information regarding program offerings.  

The challenge facing Vsource is to quickly capitalize on its unique PEO competencies, capabilities and market position, and establish itself as the leading provider of PEO solutions in the United States.  Establishing a robust US PEO Services organization focused on total customer satisfaction will help achieve this.  The nature of Vsource’s technology and localized competency centers gives Vsource a tremendous competitive advantage over would be competitive solutions.  Because no current solution provider has been adopted as a standard in this space, Vsource’s has a great opportunity to dramatically change the PEO industry, position the value of Vsource’s PEO solutions, and with the US PEO Service organization reinforce this value over time within the customer base.  Upon arriving at Vsource, this person will be expected to draw on personal experience to quickly assess and implement ongoing customer service and satisfaction activities.

The qualified candidate will be able to creatively identify new possibilities for continuous improvement of customer satisfaction, as well as assist the Management Team in the execution of Vsource’s business plan.  

In particular, all responsibilities for the new Director of PEO Services role center on living and breathing customer service excellence and include: 
· Timely coordination and execution of Service Level Agreements and fostering customer relationship focused on constantly increasing customer satisfaction service ratings.
· Developing and implementing all related customer service/fulfillment operations and procedures. 
· Owning oversight and implementation of service and continuous improvement efforts that are engaged to design and develop rapid solutions to correct current and anticipate new customer problems. 

· Managing "human element" to assure Dallas based and remote field staff resources are on board, actively engaged and supported appropriately to deliver the intended results in providing excellent customer service.

· Working closely with relavent customer departments to insure customer satisfaction in such a way that works best for the customer and the organization 

· Investigating problems and reporting findings to sales and/or executive management while taking self motivated intitiative with a positive attitude focused on all levels of customer satisfaction 
· Setting departmental priorities and performance accountabilities, reviewing and analyzing customer satisfaction and problem resolution reports, on a daily, weekly, monthly basis.  Prepares Budgets, forecasts and recommendations based on findings.

· Coordinating all customer service relationships with other Vsource functional areas including marketing, IT, finance, operations and HR. 

· Monitoring sales funnel & closures proactively preparing for smooth customer “on-boarding” experiences. 

· Partnering with executive team to align customer service department policies and systems with the Company’s objectives while providing feedback to Company regarding service failures or customer concerns, and ensuring all customers have accurate and timely information regarding their enrollment/on-boarding process.

· Constantly possessing knowledge of and overseeing all customer-issues ensuring long-term problem resolution. 

This is an opportunity for an individual who is seeking the challenge of building a career in Global top-tier BPO solutions company.  Through the entire customer life cycle this individual will have the opportunity to play a key role in all facets of the client experience from Service Level Agreement contract signing all the way through the life of customer, and including ownership of customer referencability, renewal, and referral.  Do to the nature of Vsource’s engagements, this individual will have the opportunity to not only be a key team member and contributor, but will be expected to assume leadership roles.  Vsource’s growth is expected to dramatically outpace the BPO industry.  As this individual’s experience grows over time, so will their role and responsibility.

The following characteristics and experience will describe the successful candidate: 

Requirements:
· Possessing a proactive service mentality and on-going concern about “the next thing that might not be working”, the “ideal” candidate has demonstrated a constant focus on the customer experience and customer retention —where “no news is the best news”. 

· With in-depth knowledge of the execution of Service Level Agreements, this individual brings significant experience supporting and understands the conceptual, strategic, tactical and technical aspects of issues associated with high transaction volume service environments.

· Possessing a strong sense of urgency, high energy, bias for taking action, spontaneously able to recognize and resolve issues, this individual must bring highly competitive industry Customer Services experience where switching costs are very low (e.g., telecom cellular subscriber churn) where if at any point –anything- doesn’t work you could lose that client. Specifically, this candidate has demonstrated the courage and conviction to identify/make difficult decisions swiftly, fairly and with respect for those involved without being directed to do so. Makes or supports correct/unpopular decisions when needed. 

· Manages by fact with the ability to gather, organize and analyze data from various perspectives to develop and implement comprehensive action plans that achieve breakthrough results, this candidate has demonstrated an ability to seek root-cause solutions and fixes processes rather than finding someone to blame, while able to lead people and get results through others. 

· A team player with a commitment to outstanding performance able to organize and manage multiple priorities and projects, work to tight timeframes and achieve outcomes, this individual had demonstrated an ability to think ahead, anticipate problems, and plan over a 3-9 month time span. 

· Possesses highly developed oral and written interpersonal, communication, negotiation and conflict management skills and the ability to work effectively with other people. 

· Has developed and implemented strategies to ensure the organization is responsive to customer requirements while monitoring, reporting on and reviewing the Customer Service Charter, feedback collection and complaint handling processes. 

· Has establish internal and external networks, liaise with customers and stakeholders and represent their employer in various forums

· Demonstrated ability to work with executive and senior management, exercising sound judgment and maintaining confidentiality when reviewing work practices and making recommendations.

· Driven to deliver short and long-term results, and maintains focus on what’s most important, this individual has defined Service Level Agreement customer service requirements for program integrations and can project customer service activity based on client programs.

· Having made customers a primary focus, has developed and sustains loyal, productive relationships while developing and implementing creative solutions to systems and processes, this individual has designed customer service business rules and process flows - providing customer service metrics, analysis, and reporting that analyzes program performance and customer behavior. 

· Demonstrated ability to identify, recruit, develop, and retains great talent while driving the continuous development of the organization and associates, this individual is able to rapidly identify and top-grades weak performers.

For more information please contact:  Michael A. Rothstein, Managing Principal

Phone: 503-629-5235 ( Cell: 503.710.1585 ( Fax: 503.533.9152 ( mrothstein@executive-advantage.com
Executive Advantage Group, Inc.    Offices in Silicon Valley and the Pacific Northwest
