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Business Process Outsourcing (BPO)-the sourcing of business services through
external third parties-is aglobal phenomenon, which generated nearly $300
billion worldwide in 2012. BPO is highly I T-enabled, and on a growth trajectory
that impacts across functions of major, medium and small enterprises, including
procurement, human resources, accounting and finance, sales, marketing, legal,
asset management and key administrative processes.

Despite this size and spread, BPO services and the ability of clients to manage
their providers, are still evolving and have a mixed record. In the course of their
research, the authors have found only 20% of outsourcing arrangements are
world-class performers. A further 25% are 'good’, 40% are 'OK" and 15% are
'poor'.

This book pinpoints and describes in detail the effective practices that
characterize the top global BPO performers, including Microsoft, BP, EMC and
TakTalk. The authors provide case illustrations and examples throughout of how
world-class practices were generated and evolved, and how they can be applied
to red life settings and problem areas.
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globa phenomenon, which generated nearly $300 billion worldwide in 2012. BPO is highly 1 T-enabled, and
on agrowth trajectory that impacts across functions of major, medium and small enterprises, including
procurement, human resources, accounting and finance, sales, marketing, legal, asset management and key
administrative processes.

Despite this size and spread, BPO services and the ability of clients to manage their providers, are still
evolving and have a mixed record. In the course of their research, the authors have found only 20% of
outsourcing arrangements are world-class performers. A further 25% are 'good', 40% are 'OK' and 15% are
'poor’.

This book pinpoints and describes in detail the effective practices that characterize the top global BPO
performers, including Microsoft, BP, EMC and TalkTalk. The authors provide case illustrations and
examples throughout of how world-class practices were generated and evolved, and how they can be applied
to real life settings and problem areas.
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Editorial Review

Review

In atime when organizations are seeking additional value from outsourcing, Nine Keys to World-Class
Business Process Outsourcing provides a much-needed road map to making BPO relationships more
successful. Both buyers of outsourcing services and their service providers need to take these lessons
serioudly - changeis required. In Nine Keys, readers will find the practical advice to make the transformation
areality. -- Eric Simonson Managing Partner of Research, Everest Group Lacity and Willcocks provide
insights from the trenches about how to launch and sustain world-class outsourcing relationships to achieve
world-class outsourcing performance. This book isamust read for both buyers and providers. -- Liam Brown
Founder and Chairman, Elevate Services Mary Lacity and Ledlie Willcocks represent the "dream team™ of
sourcing - and their book delivers grounded, insightful advice to those who strive to excel at business process
outsourcing. Thisisamust read for any business manager who wants to understand the what, why and how
of BPO best practice. -- Dr. Barbara Wixom Principal Research Scientist, MIT Sloan Center for |S Research
It's been my pleasure and privilege to publish articles by the authors of this book in Professional Outsourcing
Magazine for several years. They always offer fresh, engaging insights and this major practical volume
looking at what makes world class performance does not disappoint. -- Nigel Winter Co-founder & Publisher
of Professional Outsourcing Magazine

About the Author

Dr. Mary Lacity is an Associate at The Outsourcing Unit, London School of Economics and Curator's
Professor and International Business Fellow at University of Missouri-St. Louis, USA. SheisaCertified
Outsourcing Professional ®, Co-Chair of the lAOP Midwest Chapter, Industry Advisor for the Outsourcing
Angels, Co-editor of the Palgrave Series. Work, Technology, and Globalization, and on the Editorial Boards
for Journal of Information Technology, MIS Quarterly Executive, Journal of Srategic Information Systems,
and Strategic Outsourcing: An International Journal. She was inducted into the IAOP's Hall of Famein
2014. Sheisthe recipient of the 2008 Gateway to Innovation Award and the 2000 World Outsourcing
Achievement Award. She has published 16 books.

Dr. Ledlie Willcocksis Director of The Outsourcing Unit, London School of Economics (LSE) and Professor
of Technology, Work and Globalisation at LSE. He holds visiting chairs at Erasmus, Melbourne and Sydney
universities and is an Associate Fellow at Green-Templeton, University of Oxford. He has been Editor-in-
Chief of the Journal of Information Technology for the last 20 years, and isjoint series editor, with Mary C.
Lacity, of the Palgrave book series Technology Work and Globalization. He has co-authored 39 books. In
February 2001 he won the PriceWaterhouseCoopers/Michael Corbett Associates World Outsourcing
Achievement Award for his contribution to this field. In 2014 he was inducted into the Hall of Fame of the
IAOP.

Users Review
From reader reviews:
Steven Zakrzewski:

The book Nine Keys to World-Class Business Process Outsourcing gives you the sense of being enjoy for



your spare time. Y ou need to use to make your capable much more increase. Book can for being your best
friend when you getting pressure or having big problem using your subject. If you can make reading a book
Nine Keys to World-Class Business Process Outsourcing for being your habit, you can get much more
advantages, like add your own personal capable, increase your knowledge about many or al subjects. You
may know everything if you like open up and read a guide Nine Keys to World-Class Business Process
Outsourcing. Kinds of book are several. It means that, science guide or encyclopedia or other folks. So , how
do you think about this publication?

James Smith:

In this 21st centuries, people become competitive in every way. By being competitive at this point, people
have do something to make these people survives, being in the middle of the crowded place and notice
through surrounding. One thing that oftentimes many people have underestimated it for awhile isreading.
Y ep, by reading areserve your ability to survive raise then having chance to remain than other is high. For
you personally who want to start reading the book, we give you this specific Nine Keysto World-Class
Business Process Outsourcing book as starter and daily reading publication. Why, because this book is
usually more than just a book.

Sadie McBride:

Y our reading 6th sense will not betray an individual, why because this Nine Keys to World-Class Business
Process Outsourcing book written by well-known writer we are excited for well how to make book that may
be understand by anyone who have read the book. Written throughout good manner for you, still dripping
wet every ideas and creating skill only for eliminate your own hunger then you still question Nine Keysto
World-Class Business Process Outsourcing as good book not just by the cover but also from the content.
Thisisone publication that can break don't ascertain book by its deal with, so do you still needing another
sixth sense to pick this!? Oh come on your reading through sixth sense already told you so why you have to
listening to yet another sixth sense.

Michael Roberts:

Reading a book for being new life style in this year; every people loves to study a book. When you examine
abook you can get agreat deal of benefit. When you read textbooks, you can improve your knowledge, due
to the fact book has alot of information into it. The information that you will get depend on what sorts of
book that you have read. In order to get information about your research, you can read education books, but
if you act like you want to entertain yourself you are able to afiction books, this kind of us novel, comics, in
addition to soon. The Nine Keys to World-Class Business Process Outsourcing offer you a new experiencein
reading through a book.
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