
Business process outsourcing (BPO) is a valuable strategy for organizations 
looking to increase efficiency, cut costs, and concentrate on their core 
competencies because it frees up resources and expertise to spur growth  
and innovation. 

Business partnerships with BPO providers can improve client satisfaction and 
improve performance. Deloitte research shows that companies taking part in 
BPO partnerships can save up to 30% in costs due to improved efficiency and 
lower overheads. BPO partnerships can also help companies access specialized 
knowledge and technology they might not otherwise have, giving them a 
competitive advantage in their industry. 

Even though the benefits are clear, any outsourcing arrangement must be able to 
accomplish its objectives. To ensure a smooth and fruitful partnership, we’ll look 
at the top 10 qualities to look for in a BPO partner in this article.

 
Reliability, Knowledge, and Experience

Above all, a BPO partner should have a track record of providing first-rate 
customer experiences. This is crucial if the partner manages customer 
interactions because a negative customer experience can harm a business’s 
reputation and financial performance. 

References from present or former customers who can attest to the caliber of 
their customer experience should be available from a reputable BPO provider. 
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Additionally, a lot of BPO companies with outstanding customer service will be 
honored with industry awards or certifications and will receive good reviews on 
social media sites and online review sites. 

We suggest asking for customer satisfaction data, including CSAT ratings, call 
handling times, and first-call resolution percentages. Consider engaging  
a third party to conduct a customer experience audit, which can offer  
in-depth perceptions of the customer experience capabilities of your  
potential BPO provider.

 
Resources and Capabilities
If you want to make sure that your customers receive the best service possible, 
the significance of selecting a BPO provider with strong contact center 
capabilities cannot be overstated. A provider with cutting-edge technology and 
knowledgeable staff can manage customer interactions more successfully and 
efficiently, increasing customer satisfaction and loyalty. 

Does the service provider have the necessary technology to handle customer 
interactions, such as cloud-based contact center platforms or artificial 
intelligence (AI)? Can the service provider direct calls to the best agent based on 
their qualifications, native tongue, location, or other criteria?

Can the provider handle customer interactions over various channels, including 
phone, email, chat, and social media? Does the service provider provide 
self-service options that let customers handle problems independently, like 
interactive voice response (IVR) systems or online portals?

Last but not least, does the service provider invest in the education and training 
of its contact center employees to ensure they are knowledgeable and able 
to provide top-notch service? Making the best decision when selecting a BPO 
partner requires knowing the answers to all these questions. 

  
Knowledge of your Domain or Industry

BPO partners with a deep understanding of your industry can bring specialized 
expertise and best practices to the partnership, which can help to improve 
efficiency and drive business results. 

An expert service provider will be aware of the particular difficulties and 
requirements facing the business and will be able to customize their services 
accordingly. It can also boost trust and confidence in the partnership because 
it shows that the provider is dedicated to understanding and meeting the 
company’s needs. 

Ask potential partners for case studies or examples of prior work specific to the 
industry to show that they understand the field and can put their knowledge to 
use in a real-world situation. Additionally, you can inquire about the provider’s 
strategy for resolving issues unique to your industry or the challenges and trends 
that it faces. You can use these experiences to assess the provider’s industry 
knowledge and capacity to analyze industry problems critically.

An expert 
service provider 
will be aware of 
the particular 
difficulties and 
requirements 
facing the 
business and 
will be able 
to customize 
their services 
accordingly.
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Flexibility and Adaptability

The business world is constantly changing, and a BPO partnership that cannot 
adapt to these changes may struggle to deliver value to the company.

Flexibility and adaptability enable the BPO partner to react swiftly and 
successfully to market changes, technological advancements, or other 
outside factors. This could entail modifying the partnership’s parameters, 
implementing new procedures or technologies, or all of the above.  
It also shows their dedication to serving the organization’s needs and  
evolving conditions. 

Before committing, enquire about the provider’s approach to handling change  
and get examples of how they have handled it in the past. To gauge the  
provider’s flexibility and adaptability, customers can also ask for  
references from previous customers who underwent significant  
changes during their partnership.

 
Trust, Transparency and Risk Management

Trust and transparency are crucial for a successful  
BPO partnership. This includes being open and honest  
about any challenges or issues that may arise and  
working together to find solutions. It is also vital for  
both parties to be transparent about their operations  
and processes to build trust and ensure they are  
aligned on their goals and objectives.

A BPO provider also needs a robust risk management  
plan to foresee and address potential problems that  
might occur throughout the partnership. They should  
have backup plans in case of unforeseen disruptions  
or events. They should also regularly review and  
update their security and compliance measures and  
have a defined procedure to deal with and resolve any  
possible incidents.

When assessing a BPO provider’s transparency and risk  
management practices, it’s essential to ask about their  
communication and escalation protocols, incident response plans,  
and adherence to industry regulations and standards such as  
ISO 27001 or SOC2. Also, you may request a copy of their security and  
compliance policies to ensure they align with your company’s standards.

 
Quality Assurance

Any BPO partnership must guarantee that the provider’s services meet or 
exceed your company’s predetermined standards and expectations. A BPO 
provider should have an organized and systematic quality assurance (QA) 
process to identify and correct any errors, issues, or deviations in their services.

When evaluating a BPO provider’s QA process, look for one that incorporates 
both manual and automated testing methods and a quality management 
system that facilitates discovering, analyzing, and resolving problems. 
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The service provider should also have a solid system for collecting, analyzing, 
and reporting performance metrics so they can monitor how well their services 
are being delivered, identify any potential problem areas, and implement any 
necessary improvements.

It’s critical to remember that a BPO provider’s QA procedure should be adaptable, 
flexible, and able to grow as your company’s needs and procedures alter.  
With a quality-focused BPO provider, you can be confident that their services  
will meet your company’s quality standards, leading to a longer-lasting and more  
fruitful partnership.

 
Alignment of Values and Culture

When choosing a BPO partner, an excellent cultural fit is essential. A provider who 
understands and shares your company’s culture and values can create a more 
seamless and successful partnership. They won’t just communicate clearly; they’ll 
also deliver a service that fits with the way your business operates. 

A business that upholds values like excellence, accountability, integrity, and 
customer focus should expect the same mentality from its BPO partner. In 
addition, it guarantees that the provider is fully committed to providing services 
that align with the company’s standards, which can be crucial for creating a 
successful partnership.

Overall, selecting a BPO provider who shares the same cultural values as the 
business can guarantee that your business will build the relationship on a solid 
foundation of mutual understanding.

Tech and Innovation

Today’s fast-paced business environment requires companies to look for ways  
to improve efficiency and effectiveness constantly. A BPO provider that stays 
ahead of the curve regarding technology and processes can bring significant  
benefits to a partnership. 

Look for a BPO provider that demonstrates proactivity in implementing new 
technologies and processes. For example, automation can help increase efficiency 
and decrease errors, while AI and data analytics can result in better decision-
making. In addition, a provider with experience utilizing various technologies can 
increase the partnership’s adaptability and flexibility.

Let’s face it; nobody wants to work with a provider who is set in their ways 
and unwilling to try new things. Therefore, picking a provider who appreciates 
innovation and doesn’t mind thinking outside the box is essential. This will result 
in a more vibrant and engaging partnership and give your company the advantage 
it needs to stay one step ahead of the competition. 

 



It’s crucial to 
strike a balance 
between price 
and value when 
assessing a 
BPO provider. 
You should 
look beyond 
immediate 
cost savings to 
the provider’s 
potential long-
term value to 
your business.
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Cost-effectiveness

Even though price shouldn’t be the only consideration when choosing, it’s vital 
to ensure the provider has reasonable prices and a strong return on investment. 
After all, outsourcing is intended to reduce costs for your company, not increase 
them over time. 

When assessing cost-effectiveness, it is essential to compare the costs of using a 
BPO provider to the costs of handling the functions internally. Along with  
the cost of labor, this also includes the cost of overhead expenses like  
furniture, equipment, and office space. It’s also important to consider any 
potential cost savings that the provider may present, such as higher productivity  
or improved efficiency.

Selecting a BPO provider based solely on price may result in less-than-ideal 
outcomes. Saving money is essential, but so is having a provider who can provide 
the value your business requires. Long-term returns on investment can be 
significantly higher with a provider who may be slightly more expensive but can 
also bring more expertise, efficiency, and innovation. Therefore, it’s crucial to 
strike a balance between price and value when assessing a BPO provider.  
You should also look beyond immediate cost savings to the provider’s potential  
long-term value to your business.

 
Scalability

Business needs and demands can change quickly and unpredictably, so it’s wise 
to have a provider that can handle those changes and continue to provide the 
necessary services. Therefore, when evaluating a BPO provider, they must have 
a flexible operating model that can handle sudden spikes in demand or shifts in 
business needs.

Considering the provider’s capacity to add new agents or teams or reassign 
resources is crucial. Additionally, it’s critical to consider the provider’s 
technological foundation and service delivery models, which must be adaptable 
to changes in demand. For instance, if your industry is highly seasonal, you’ll  
need a provider that can meet increased demand during peak times. All this 
will help ensure that the partnership can continue to evolve and grow as your 
business does.


