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As more companies turn to outsourc-
ing as a means by which to enhance
productivity, while continuing to de-
crease operating costs, there contin-
ues to be an associated rise in the
number of outsourcing relationships
being established.

Years ago, outsourcing was only vi-
able for those relatively large organi-
zations that were interested in moving
the work of 100s of staffers to an ex-
ternal service provider.

Today, the outsourcing industry has
matured to the point where it has be-
come equally attractive for smaller ini-
tiatives (5+ FTEs) as well. Irrespective
of the size and shape of the initiative,
all relationships must include a series
of activities that serve to migrate the
work from the current environment to
the future environment, in essence, a
Transition.

According to Robert Moore, Vice Pres-
ident of Transition and Transformation
at Sutherland Global Services:

“In my experience, there seems to
be no correlation between the size
of an outsourcing effort and its as-
sociated complexity. As a result,
the act of transitioning work takes
on a role of ever-increasing impor-
tance. Organizations considering
outsourcing key aspects of their
business would be wise to evalu-
ate their partners on their ability to
successfully transition work rather
than simply evaluate them on what
their steady state operations might
look like.”

The Transition Phase, while critical to
the success of the project, is typically
down-played during the due diligence
process, from both the perspective of
the Buyer and Provider of services.

The Buyer, typically having not been
through a formal Transition process,
does not focus on ass med that if
they can display the ability to meet
the client’s steady-state requirements,
then they stand a fair chance of win-
ning the business. While both per-
spectives are accurate, they both, by
design, treat the Transition Phase of
the project as a fait accompli.



As part of any formal transition pro-
cess there are 3 facets that must be
accounted for: People, Processes,
and Technology. The Technology
component is the most widely under-
stood, and involves the migration or
replication of the required technical
environment, which includes the set-
up of all required software, hardware,
and network access.

The Process component is clearly un-
derstood by those Providers who are
process-oriented, and includes docu-
menting the current processes and
transferring this knowledge to the out-
sourced team members.

The People component, or Human
Factor, typically goes unaddressed
and is allowed to evolve on its own,
which is a common misstep in the
Transition process.

The management of the Human Fac-
tor is what dictates the relative suc-
cess or failure of the Transition Phase.

While a transitional failure will not nec-
essarily kill the outsourcing initiative,
it will most certainly place the Buyer/
Provider relationship on adversarial
ground, from which it may never fully
recover. If the outgoing staffers are
treated fairly and provided with clear
and open communications, then they
are more likely to provide meaningful
input to the knowledge transfer pro-
cess.

If the incoming staffers are provided
with solid foundational knowledge of
the environment, and are made to feel
welcomed, then they are less likely to
resign their positions over time.

Only when these minimum transitional
requirements are met, can a Buyer
and/or Provider even consider the op-
portunity to actually reengineer the
way business is being conducted as
part of the Transition Phase. A formal
Transition Phase offers the opportunity
to rethink the People, Processes, and
Technologies that are currently being
employed, and evolve an improved
approach that is in alignment with the
needs of the business.

This transformation opportunity is in di-
rect opposition to the typical “lift- and-
shift” approach, which simply takes
the as-is environment and moves it to
the to-be Provider.

Simple outsourcing has the proven
ability to provide cost saving in the
range of 20% - 35%, which is attribut-
able to the use of lower cost resourc-
es. When this approach is coupled
with transformational activities, the
cost savings can almost double.
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While this level of enhanced cost sav-
ings is certainly att ractive, its attain-
ability is dependent on the ability to
conduct a formal Transition process
that is focused on transforming the
business as part of the outsourcing ini-
tiative. According to Paul Pinto, Man-
aging Partner at Sylvan VI:

“Recently, we have been pulled into
and asked to lead the Transition
Phase of a number of outsourcing
initiatives, as a third-party, for the
express purpose of driving trans-
formational activities. By virtue of
our specialization in reengineering
as part of transition, we have devel-
oped the unique ability to see the
forest, the tree, and leaves, thereby
enabling the Buyer and Provider to
focus on what they do best.”




About The Outsourcing Institute

Founded in 1993, The Outsourcing In-
stitute (Ol), located at

, IS a neutral professional
association dedicated solely to out-
sourcing, providing information, re-
search, networking opportunities and
customized outsourcing services and
solutions to the outsourcing industry.

Ol is recognized worldwide for its in-
tellectual capital, outsourcing practice
expertise and unbiased thought lead-
ership.

Ol's commitment to innovation, along
with its mission to advance the skills
and knowledge of its membership, has
made it the most respected and relied
upon brand for the outsourcing mar-
ketplace.

Ol's executive network, which is com-
prised of more than 70,000 profession-
als worldwide, looks to

Ol as the go-to source for outsourcing
thought leadership, information and
advice

About Sutherland Global Services:

Sutherland Global Services was found-
ed in 1986 as a global BPO and Tech-
nology Enabled services company of-
fering an integrated set of back-office
and customer facing front-office ser-
vices that support the entire customer
lifecycle.

One of the largest, independent glob-
al BPO companies, headquartered in
Rochester, N.Y., Sutherland employs
over 26,000 professionals and has 25
global delivery centers in the United
States, Canada, Mexico, Nicaragua,
India, the Philippines, Bulgaria, and
the United Kingdom. For more infor-
mation visit.



theoutsourcinginstitute SU 1 HERLAND

@OUtsourCIrlgcom GLOBAL SERVICES®

Sutherland Global Services
Robert C. D. Barclay
Vice President of Marketing and Communications
Telephone: 1-585-354-1878

© The Outsourcing Institute



