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It's Not Just about Technology

Consider staff qualification and experience when weighing

BPO providers. Part 2 of 5. By Naomi Bloom
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ast month, we began a new series exam-
ining the non-technology aspects of an
HRM BPO provider that, if handled well,

would bring that provider success and, by

extension, would allow for its clients to be
well served. If you haven’t had time to read last month’s
column, you may want to do that before continuing with
more of my provider competitiveness questions. For
those already caught up, here are some more questions
to consider:

What's the presumed capability of the HRM BPO
leadership team? What is the genealogy of this man-
agement team? What education and experience prior to,
and in their current positions, have prepared them to
deliver HRM BPO success? Is there reason to believe
that these folks, even if given sufficient authority and
resources by their organizations, have the intellectual
horsepower, experience, knowledge, discipline, etc. to
deliver excellent results? Have they ever done so before?
Not done so? Have they been anywhere long enough for
their good or bad decisions to have come home to
roost? And what about their real commitment to this
business? Have they ever had to deal with the vagaries
of HRM regulations, delivery of employee satisfaction
and engagement, avoidance of compliance headaches
and litigation, or the long-term consequences of poor
HRM practices? Do they have any real commitment to
do so for longer than it takes to get their resumes in order
for the next opportunity?

There is any number of examples within our industry
of founding management teams that have brought con-
siderable, verifiable, successful experience to their cur-
rent HRM BPO businesses. But there are even more

Your success is going to depend on their specif-
ic capabilities even more than if you were hiring
them to lead an internal HRM transformation
and shared-services initiative.
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examples of former IT services executives, former actu-
aries and insurance brokers, and former HR consultan-
cy leaders who discovered the business promise of HRM
BPO and have become household names within the
industry without ever having mastered either the sub-

effectiveness and capabilities of HRM

ject matter of HRM or the very real business and deliv-
ery system issues associated with it.

Ask to see the long-form bios of the executives who
are leading the firms with which you’re going to place
millions of dollars, and insist that your sourcing advisors
provide deep background on these executives. Your
success is going to depend on their specific capabilities
even more than if you were hiring them to lead an
internal HRM transformation and shared-services ini-
tiative. Perform thorough vetting of their capabilities.

What's the presumed capability of the provider's
HRMDS staff? Although the capabilities of the leader-
ship are important, so are the capabilities of the folks
whose day-to-day activities and decisions directly affect
your service levels and business outcomes. What are the
credentials/certifications/education/experience of the
leaders of each relevant HRMDS component? What are
they for the average staff member in each relevant
HRMDS component? How well does this provider per-
form the HRM business for its own staff? Is it a well-
respected place to work? Are they able to routinely
attract and then retain—without exorbitant costs—
the best and brightest in each needed competency
group? Is staff morale high and staff productivity admired
rather than disparaged as the result of sweatshop con-
ditions? Is cohesiveness a source of not only productiv-
ity but also quality outcomes? Where heavy use is being
made of offshore staff—and that can be a big plus when
it’s done well—do the U.S.-based team members wel-
come or resent their offshore colleagues?

In its heyday, PeopleSoft was one of the most admired
software vendors in terms of corporate culture, and
position seekers were lined up like rush-hour flights at
Atlanta’s airport. Hewitt and Convergys have both
won admired company and/or best-place-to-work awards.
Does your HRM BPO provider have a similar reputation?
Is it routinely cited for innovation and effectiveness in
its HRM policies and practices? Are its offshore groups
well-connected with the U.S.-based staff? Do on- and
offshore teams work together well? Would you want to
work there, which may occur if your firm moves to
comprehensive HRM BPO?

Having considered the organizational “power” as well
as the capabilities of an HRM BPO provider’s leadership
team and broader workforce, we’ll next look into its
other assets. [

APRIL 2006




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /SyntheticBoldness 1.00
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /FRA <>
    /ENU (Use these settings to create PDF documents with higher image resolution for improved printing quality. The PDF documents can be opened with Acrobat and Reader 5.0 and later.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308000200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e30593002537052376642306e753b8cea3092670059279650306b4fdd306430533068304c3067304d307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


