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An Overview of Business Process Outsourcing (BPO) and the Potential of Utilizing Domestic BPO as a Job
Creation Measure
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An increasing number of companies are looking to business process outsourcing (BPO). Types of BPO service can be categorized
into “domestic”, “offshore”, and “nearshore”, which is thought as an intermediate category. Among these options, more and more
Japanese companies are choosing the offshore BPO service to take advantage of low wages in Asian countries. Traditionally, the
target process covered by BPO was limited to specialized IT service and call center operation; however, today it has extended to
include areas such as accounting and human resource management which used to be handled in-house at most companies.

When a company uses a BPO service, the following items should be achieved: (1) recognition of issues and the setting of potential
goals, (2) decision on which business processed are to be delegated, (3) standardization of operational details and visualization of
information transmission paths, (4) selection of BPO vendors and the setting of key performance indicators, and (5) proper
implementation and improvement of various aspects based on the plan-do-check-act (PDCA) cycle. It is also necessary to work for
appropriate maintenance. Since BPO requires to outsource its operations to third parties, it is important how details of the operations
can be transferred clearly and objectively.

The advantages of BPO include reduced costs, shortened lead time, improved operation standardization, and reallocation of in-house
resources for growth. On the other hand, the disadvantages, especially with regard to offshore outsourcing, include potential risks of
lost opportunities for training in-house human resources, know-how leakage, and exported jobs, as pointed out in heated debates in
the United States, a leading country in an offshore BPO business/the biggest user. In particular, continued high unemployment rates
among young people are a serious problem for Japan whose population is aging. These employment problems are critical issues that
require urgent measures.

As seen in the case of Okinawa Prefecture’s promaotion of BPO in its efforts to create jobs, it is highly possible that promoting
domestic BPO will ease employment problems. It is also considered that domestic BPO can be utilized as a job creation measure in
areas where jobs have been lost due to the Great East Japan Earthquake.
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2007
Rank Company Country
1 |BM us
2 |Capgemini France
3 |Hewett-Packard us
4 |Sodexho Alliance France
5 |Accenture us
8 |Wipro Technologies |(India
7 |Infosys India
8 |Genpact India
g |Tech Mahindra India
10 |Cambridge us
11 |Mastek India
12 |CGI Group Canada
13 |Xchanging UK
14 |EDS us
15 |HCL Technologies India
16 |ARAMARK us
17 |ACS us
18 |Teletech us
19 |Colliers International |US
20 |Cognizant us
21 |Unisys us
22 |EMCOR us
23 |ClientLogic us
24 |LASON us
25 |Neusoft China

Company Country
Accenture us
1SS Denmark
Sodexo France
Infosys Technologies India
Convergys us
CB Richard Ellis UK
CsC us
NCR us
Wipro Technologies India
Johnson Controls us
Amdocs us
ARAMARK us
Genpact India
Capgemini France
Aegis us
Colliers International us
PCCW Solutions China
Diebold UK
CGI Group Canada
HCL Technologies India
Ceridian us
Wiliams Lea UK
CPA Global UK
Cce Business Services Holland
EMCOR Group us

HiFF 1 IAOP The 2007/2011 Global Outsourcing 100IMURC A El&3& 3T
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