
How to drive 
more value 
and reduce 
risk in BPO



Services procurement is a major spend category that is often 
overlooked. Every year, organizations across the globe spend billions 
on services providers (companies that supply services delivered 
by people). Think of outsourcing companies, marketing agencies, 
consulting firms, facilities management companies, call centers, 
and research and development companies, to name a few examples. 
Research from SAP Fieldglass found that services providers like 
these account for nearly 20% of total workforce spend. 

The 
untapped 
value in
services
procurement



There’s an important 
distinction...
between procuring services and goods. Since 
services are delivered by people, they are much 
more complex than other spend categories, and they 
require a more sophisticated management approach. 

It’s not just managing purchase orders (POs) and 
invoices. You must also manage the operations, 
resources and outcomes of these engagements, 
because these factors impact service quality, cost, 
timescales, security and compliance. For example, 
you must adhere to tenure rules, ensure workers 
are properly on - and offboarded, manage workers’ 
security access, and make sure you comply with local 
labor laws and company policies.

If you don’t actively manage all aspects of your 
engagements with services providers, you are 
exposed to significant risk. What’s more, if you 
can’t track and manage the quality and progress 
of services providers’ work, it’s hard to determine 
whether you are receiving good value for money.

In this e-book, we will show you how to drive more 
value and reduce risk by actively managing business 
process outsourcing (BPO) providers. We’ll also dive 
deeper and look at five common BPO use cases.
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Business process outsourcing (BPO) helps you 
save money, boost operational efficiency and focus 
on your core business. In most cases, companies 
concentrate on managing the financial side of BPO, 
such as contracts and POs. However, because BPO 
services are delivered by people, you must also 
manage security, compliance, and more.

Outsourcing makes you dependent on the BPO 
provider, so it’s important to make sure service 
quality is high, turnaround times are in line with 
service level agreements (SLAs), and you get good 
value for money. 

At the same time, to mitigate risk, you must 
carefully manage workers’ and services providers’ 
compliance, access to internal systems and sensitive 
data, quality and progress of work, and more. Some 
companies attempt to manage this complexity using 

spreadsheets, but this approach is time-consuming 
and inefficient. By better managing BPO using 
robust technology, you can drive better business 
outcomes and reduce risk.

Many executives highlight the need to improve their 
management of outsourcing providers – particularly 
in sourcing. 42% of executives say a key learning 
from past outsourcing experience is that they 
should spend more time in RFP or service provider 
selection. Choosing the right BPO provider is key to 
success. 39% of executives say they learned they 
should use a competitive bidding process.  To get 
the best deal every time, you should automatically 
invite multiple preferred suppliers to bid for each 
SOW. 18% say they should construct a more detailed 
SLA.  This is important to make sure you receive 
high-quality service that meets your business needs.

Hidden opportunities 
in BPO
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Call centers
Finance and accounting
Insurance claims processing
Spare parts management
Managed service providers

1.
2.
3.
4.
5.

What does effective management of 
BPO providers look like in practice? 
To find out, let’s explore five common 
BPO use cases: 



Call 
Centers

Call Centers  |  6

Even as digital services become more important, call 
centers remain a vital channel for communicating 
with your existing and prospective customers. It’s 
crucial to find people you can trust to be the face 
of your business and deliver exceptional customer 
service.

At the moment, if you outsource call centers to a 
third party, it’s hard to gain visibility into the 
people speaking to your customers. What training 
have they received? What background checks 
have they passed? Do they understand your 
organization’s goals?

You also want to ensure you are paying the call 
center the agreed rates, so you need to track 
hours worked. Most importantly, you want to make 
sure customers are having queries resolved to 
their satisfaction. That means measuring positive 
customer experiences, rather than closed tickets. 
You also want to make sure feedback is gathered, 
and complaints are addressed properly. These are 
important issues because bad experiences with call 
centers can lead to customer churn, reputational 
damage, and lost revenues.
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The Opportunity
Imagine if things were different. If you could track 
and record call centers’ onboarding tasks, you could 
make sure the people assisting your customers 
have passed background checks and been trained 
on your business and processes. You could ensure 
staff are equipped with all the information they need 
to resolve customer queries and deliver an excellent 
customer experience.

What if you could check customer feedback scores 
and monitor call centers’ quality of work? You could 

provide performance feedback at any time in the 
contract life, make sure customers receive great 
service, and drive continuous improvement.

Another tip is to collaborate seamlessly with call 
centers to define the scope of work and contract 
terms, including negotiated rates and other 
conditions. That would help you move away from 
the rigid contracts often imposed by call centers.

DRIVE MORE VALUE AND REDUCE RISK

Opportunity  |  7



Finance and Accounting  |  8

Outsourcing your finance and accounting processes 
to BPO providers can help you save money while 
avoiding the effort and expense of purchasing new IT 
systems and hiring and training new employees.

However, you must remember that these services 
are delivered by people, so you need to manage 
more than just the contracts and POs. You need to 
know who is working for you and how they are being 
measured, but gaining visibility can be a struggle. 

You need to trust that they will do the work to a 
high standard and not let you down. You need to 
know which internal systems and sensitive financial 
information workers can access and properly 
offboard them to switch off access at the end of 
the engagement. You want to retain control of how 
processes like accounts payable are handled. You 
need to be confident your provider will resolve any 
errors that come up. 

Finance 
and 
Accounting
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The Opportunity
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There’s an opportunity to gain visibility into the 
people supporting your finance and accounting 
processes, including background checks, credentials 
and more. If there was someone you weren’t happy 
with, you could flag them as “do not re-engage.”

If you had the right technology to help you manage 
complex invoicing and payment processes, you 

could make sure you pay the correct rates and taxes 
every time – no matter where your BPO provider is 
based.

The right technology would also give you the 
flexibility to pay your provider by the hour or by 
deliverable, so you could choose whichever option 
better suits your business needs.
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Claims 
Processing
Many insurers outsource claims processing to help 
them cut costs, reduce turnaround times, access 
experienced claims handlers, and communicate with 
customers in multiple languages and time zones. 
If you work for an insurance company, claims are 
an integral part of your business. It’s vital that you 
choose the right BPO partners and manage much 
more than just the number of closed claims.

Customers make claims during distressing times. 
It’s important that claims handlers have the right 
skills, demeanor and understanding of your business 
to provide an excellent service. A bad claims 

experience could damage your reputation and 
customer retention.

You must also keep a close eye on security, as 
claims handlers are privy to all kinds of sensitive 
information, such as customers’ personal details, 
medical records, payment histories, and credit 
scores.

What’s more, you must ensure BPO provider keeps 
up with ever-changing insurance regulations across 
all relevant geographies – or risk significant fines.
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If you had technology to help 
you more effectively manage 
security and compliance, you’d 
be able to mitigate risk.
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What if things were different? Imagine you could 
incorporate onboarding steps into each SOW. You 
would be able to ensure that claims handlers have 
the appropriate training and background checks 
before they start serving your customers. 

Another tip is to gain visibility of the claims handlers 
serving your customers, including their credentials 
and performance. This would give you greater peace 
of mind around service quality, and help you work 
with the claims processing company to support 
continuous improvement. With more data, you’d 
also be able to automatically report on the claims 
processing company’s performance and how much 
you spend managing claims.

If you had the right technology to help you more 
effectively manage security and compliance, you’d 
be able to mitigate risk. For example, you could 
make sure claims handlers are properly offboarded 
and cannot access sensitive information after the 
end of the engagement.

It would be brilliant if you could seamlessly 
communicate with your claims processing provider 
to define the terms and conditions of each contract 
and SOW. What if you could use templates rather 
than creating SOWs from scratch. Imagine you had 
tools for collaborating on and tracking changes 
to SOWs, instead of sending multiple versions via 
email.  Think of how much time you could save.

The Opportunity
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Spare Parts 
Management
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In many cases, organizations that use specialized 
machinery – such as rail operators, automotive 
manufacturers, telecommunications providers, and oil 
and gas companies – outsource the management and 
maintenance of spare parts to specialist providers. 
This helps them avoid the risk of unplanned downtime 
and the need to source and hold excess inventory 
of spare parts. A good spare parts management 
company delivers the right parts, in the right quantity 
and quality, to the right place, at the right time, and fits 
them, all at the lowest cost. 

If you outsource spare parts management, you 
must be able to trust your provider to deliver. You 
need to be sure they will supply components of the 

right specifications. You must be confident that 
they have the skills and certifications needed to 
safely maintain the parts – particularly electrical 
components. Critically, you need to be sure they 
will deliver and install spare parts quickly so that 
you can resume business as usual. 

The stakes are high. If your mission-critical 
equipment breaks down and your spare parts 
management company can’t source a replacement 
component, you could be left unable to serve your 
customers. What’s more, if the people fitting and 
maintaining spare parts aren’t properly trained 
and certified, you face compliance risks.



The Opportunity
If you could gain visibility of the people managing 
your spare parts – including their certifications and 
any equipment they are using – you could reduce 
risks to compliance.

If you could track performance to make sure your 
provider is delivering the right spare parts to the 
right places on time, you could make sure you get 
good value for money.

Imagine you could seamlessly collaborate with 
your spare parts management provider to define 
the SOW and contract, including terms, conditions, 
negotiated rates, and required skill sets. What if you 
could automate approvals and payments. Think of all 
the time you could save. It would also help you better 
manage complexity, such as paying your provider 
a fixed monthly fee, an additional fee for each part 
delivered, and special fees for the delivery of spare 
parts to remote locations.

What if you could track a single SOW in more than 
one way. For example, you could pay your supplier 
based on the number of spare parts delivered, but 
also track the number of hours each person works 
to monitor fatigue for compliance purposes.
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MSPs can help you manage your IT operations, 
contingent labor, and other key parts of your 
business. Using managed service providers (MSPs) 
can help you reduce capital investments and focus 
on your core business without having to hire and 
train specialist staff. 

If you engage an MSP, you need to make sure they 
have the right skills to keep mission-critical systems 
up and running. You need to be confident they know 
your systems well and can fix issues quickly. 

You need to make sure the people supporting 
your IT landscape have the right training and 
certifications.

You must ensure your organization complies with 
rules and regulations on data storage. You also 
want visibility of who can access your IT systems 
and data. On top of that, you need to be confident 
your MSP can help you implement new technologies 
quickly.

All of these issues are important because every 
part of your business depends on IT. System 
outages can leave you unable to serve customers 
and complete vital internal tasks. Data security 
breaches can damage your reputation, and using 
uncertified staff creates risks in compliance.

Managed 
Service 
Providers



What if all those troubles disappeared? If you could 
incorporate onboarding workflows into the SOW, you 
could ensure your MSP has completed the appropriate 
steps before they start work. If you had visibility into 
the people supporting your IT environment, including 
their training, credentials and certifications, you could 
mitigate compliance risks.

Another tip is to seamlessly collaborate with internal 
staff to define the SOW bid criteria before it is released 
to suppliers for response. This would enable you to 
consider only suppliers that tick every box.

What if you could select your chosen terms, conditions 
and payment schedules for each SOW. Think of all the 
time you would be able to save.

The Opportunity
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Tips to 
Overcome 
BPO 
Management 
Challenges
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Here are five tips to help you unlock more value from 
your BPO providers and mitigate risk:

DRIVE MORE VALUE AND REDUCE RISK



DRIVE MORE VALUE AND REDUCE RISK

Tips  |  17

Always know who’s speaking to your customers and how 
they’re performing … so your customers always receive great 
service.

Get full visibility into the people supporting key processes … 
and automatically tender multiple suppliers to get the best 
deal, every time.

Always know you have the right person for the job … and 
mitigate risk through technology that handles security and 
compliance.

Gain insight into the certifications of people managing your 
vital components … and save time by collaborating with the 
provider to define the SOW and contract.

Be able to verify your providers have the required skills to 
complete your mission-critical projects ... in a secure and 
compliant way.

1.
2.
3.
4.
5.



To achieve all of this, you need the right technology. 
That’s where SAP Fieldglass comes in. Unlike 
most procurement systems, which are designed to 
manage the purchasing of goods, SAP Fieldglass 
helps you manage the full scope of complexity 
for BPO providers. Our solutions also enable you 
to automatically bid out each project to multiple 
preferred suppliers, so you get the best deal 
every time.
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The result? You can gain insight and actively manage 
your BPO providers to reduce risk, improve service 
quality and drive better business outcomes from 
this spend.

To see how we can help you better manage your next 
outsourcing initiatives, talk to us today.
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i  https://www.fieldglass.com/resources/research/services-procurement-insights-2019
ii  https://www2.deloitte.com/us/en/pages/operations/articles/global-outsourcing-survey.html
iii Ibid.
iv Ibid.
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