
bottom line is a major concern at the moment,
but cost reduction shouldn’t be the only
project driver. Outsourcing something as vital
as the customer management experience (and
the opportunity to secure additional revenues
at the point of contact) might be fraught with
diff iculty, but – with a carefully planned

programme, the
right contract,
and managed
effectively - the
rewards for
success can go
far beyond the
balance sheet.

Choosing the
r i g h t
o u t s o u r c e d
partner for your
business is
paramount –
c u l t u r a l
a l i g n m e n t
married with
s h a r e d
b u s i n e s s
objectives and
rewards form
the basis of
success. 

S t r u c t u r i n g
contracts for
s h a r e d
success That’s
why it ’s so
important to
know exactly
why your
business is
o u t s o u r c i n g .
And that means
c a r e f u l l y

assessing your whole customer management
lifecycle and focusing in on the specific issues
or criteria key for your business.

Paying too much attention to cost reduction
wil l  inevitably result in an outsourcing
programme that looks to cut corners and
spends too much time trying to squeeze the

service provider’s margins.
Contracts produced to support

these kind of initiatives typically end
up focusing around tradit ional
productivity metrics such as average
handling time. This is fine if your
main goal is to cut the amount of
t ime your customers are on the
phone. 

However, if you’re actually hoping
to improve f irst contact
resolution, or secure
additional revenue
opportunities, then it’s
vital that your contract
will drive the type of
behaviours that will
contribute to your
desired outcomes.

Another key
requirement is to make
sure that your
outsourcer has a
project team that is
com plementary to
your business and
that processes and
relationships are in
place to fine-tune
performance if
things start to go
wrong. Contracts
need to reflect the correct balance of power
between the client and the outsourcing service
provider.

Given that at any given time up to 60 per
cent of organisations aren’t happy with their
current outsourcer, and 30 per cent are actively
thinking about going out to re-tender, it seems
that there’s not enough talking going on.

Building on continuous improvement It is
clear that there is a discernible difference
between those organisations whose
outsourcing contracts limit their performance
and those where the contract actually serves
as the foundation for a stronger working
relationship.

A key characteristic here, in my experience,
is that successful outsourcing partnerships are
based around continuous improvement, with
both partners committed to identifying
efficiency savings and delivering quality
enhancements.

An effective quality approach clearly has
an important role to play here, but we’ve

found that the definition of quality varies for
almost every organisation. While some
outsourcers still see quality monitoring as
primarily still a client concern, we’re finding
that the most successful outsourcing projects
embrace quality monitoring and continuous
improvement, with both partners working
together to structure some kind of reward for
quality delivery into their contracts.

In today’s economic climate, it’s not enough
just to measure your outsourcer’s quality
performance; organisations actively need to
drive the kind of agent behaviours (outsourced
or otherwise) that will help lead directly to
better business results.

When it comes to outsourced operations,
the quality measures need to be outcome-
based – not just “customer was satisfied” but
“customer visited website and placed order” –
and then actually reward the progress that the
outsourcer contributes towards achieving
those quality targets.

Once these goals are clearly
communicated, the outsourcer can set about
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MOST outsourcing contracts start off well, with
all parties working hard to get it right and work
their way through any teething troubles.
It is the more delicate middle phase of the
contract, where commitment and performance
often dips, that you need to focus on if you’re
to gain extra value from outsourcing.
We believe there are a number of processes
that organisations can put in place to keep
their outsourcing contracts on track.
Outsourcing projects often go wrong because
there’s too much focus on the day-to-day
operational concerns and less on the longer
term outsourcing objectives. To ensure
effective Governance – and keep the
relationship on course – we feel it’s useful to
build parallel contract management teams on

each side, allowing both operational and
strategic concerns to be addressed at the
same time. 
Joint steering committees can also help in
keeping projects on track, particularly during
important periods such as the annual contract
review, as well as in ensuring a robust yet
flexible change process. 
It’s also a mistake to sign an outsourcing
contract and then keep it locked in the bottom
drawer of the desk.
Instead it should be viewed as a living
document, with all parties from both sides fully
aware of their responsibilities and role in
delivering success. By documenting everything
and formalising governance processes, you
can ensure continuity and delivery – even when

key personnel on either side leave, which can
be a regular concern for longer-term projects.
So, by basing an agreement on the right kind
of contract, by adopting quality and
performance measurements that fit your
business goals, by taking advantage of the
outsourcer’s best-of-breed technology, and by
ensuring the right governance processes are in
place, you can significantly increase your
chances of outsourcing success.
Done right, outsourcing can stil l deliver
significant business benefits for customer
service organisations – particularly during
more challenging economic situations.
But you’ve got to stick to the plan.

Helen Murray

How to keep your outsourcing relationship on track

Given that at any

given time up to

60 per cent of

organisations

aren’t happy with

their current

outsourcer…it

seems that

there’s not

enough talking

going on

If you’re thinking of outsourcing, our expert
advice will help to make it a success
€ Continued from previous page

“Quality monitoring and
performance management

should be backed by
robust and independent

metrics”


