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2008 vs 2009 BPOIT#4A
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1. WS (48%) 1. RIS RIS H7(82%)

2. IR AR (44%0) 2. AVRER T (82%)

3. HEHAR (43%) 3. N ILMZ5((75%)

4. PEEH (38%) 4. RALSFAT (70%)

5. BRAITAA M (35%) 5. AT HEI (68%)

6. V43 (35%) 6. M HIEMT ST B (65%0)

7. RCLIAEOSLEEL(33%) 7. FEREASJEHEAT A AL (62960)

8. HR (Nm/E5ll) e (33%) 8. Ky A/ ERERI A (62%)

9. A5 (32%) 9. MEINBY TIERIMEFFITRES (60%)

10. AY)SEFRI R AR (31%0) 10. FIFH NS F5+4 (60%6)

Source: IBM Survey of Global 500
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What makes a great BPO Locale?:::::

A A 72 F B4 7BPO? S
Benefits

- Excellent Government Support BURF &3
- High-quality Workforce &R €33/
- Universities - Labor Quantity X% - KR
- Stable & content workforce #Z @R % 5
- Competitive Labor Costs % 3 M4
- Proven Market A&7 3%
Challenges of Second Tier Cities =43 & PkiX

- Inertia - Reputationally behind (DL, SZ, BJ, SH) WK - &F—
BT

- Proximity to Clients - short-term issue - &% F

- Front Line Management - training and development, import

experienced management % —&EFE - BINRRE, REERFZRNE
®2E




Which Companies will outsource cc? ::::::

R e nE] KA S

Companies facing fierce competition - Hx %%

Companies who compete on service- AR&H

Cqmpanjgg who view CRM as a “weapon” and not a “cost”
FEENRGE

Public companies - measured by customer retention -_L7 /3]
MNCs initially who have prior experience - % E /3]
Clients of cutting-edge consultants and ad agencies J 4K #E

Q 8 8 Q © QO NV

Government Monopoly and SOEs will be final frontier B4k




What kind of work will be Qutsourced:::=

she b 5 A i

Revenue Generation - Sales, Cross-selling, Lead Gen, etc. - ¥K#HE
@ Easily measured, tangible results - +#&R

@ Easier to “sell” internally - S44E€ %

@ Can be switched on and off easier - X ZE#

Winback - discrete campaigns (calling ex-customers) - #GEpF &
Direct Response Sales (client more dependent) - 4%

Customer Service - higher degree of dependency - Ak

Technical Support - very high degree of dependency - # AKX #F
Billing will be last (more sensitive information, privacy 1ssues)

BCPK

The more “intimate” the service, the slower the client will be
in outsourcing - EERLSHETFINEG




Reference: Call Center Strategy

E-L2EBERP F P OIS EREE Fesco

Mandarin Language serving China market -9 & T 3%-&:@ %R

ol
)

o Start with MNC Clients we know - EREF

p Simple initial projects - %3 A

p Locate in good labor markets - 7 )74k %

p Sales office in SH, closer to client base - #& #a%& L
#F

o Seek Government sponsorship - FRBUF LF
o Seek management team with overseas talent- F&X)EEEHEE
o Implement western processes and procedures - EILdy 7 A4z

p Utilize areas where we can add Value - #33%/E4R
p Customer Relationships - & F x &
p US Contacts - % B AJAk
o CRM/BPO expertise - & F X 4 ¥/ AALI L 2%
p Operations - &%

S
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FESCO

@ Timeframe: Apr to Sept 2008 -
@ Scalability: 41 helpdesk E:, e

¥ P CER Tjgloat e o
@ Languages: Mandarin and English DE" G
@ Service Hr: 24 x 7 4 2 [

e

@ Service contents: %%Eﬁﬁﬁﬁmmmﬁ%

Bﬂjlng Drganuia

recruitment
training

HR management A ol B &
site management [E S e e
KMS 1 :
performance management

@ Achievements: highly recc;é_nized by OC Director,
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Customers

Synchronize the
customer
experience

INncrease
customer
satisfaction

FESCO

Telesales Team

Improved efficiency
with enhanced
workforce
management
Re-build the
competency of TSRs
Establish the
tracking of TSRs,
and manage from
HR's perspective

Microsoft Mgt

Consolidated
Team

Maximized
performance

Better image of
MS service




Reference Cases

FESCO

Microsoft

v)

BRyjing 2008

q.lII

NOKIA

CoNNECTING PEGPLE

MOTOROL.A
QRO
MS points rewards Bilingual Helpdesk MCR reward Telesales Phone interview,
staffing, training, management Labor contract

Long Tail member
recruitment

Telesales call

Centers
Consolidation
(SMS&P, BMO
and EPG)

HR staffing,
training,
recruitment &
consulting service

site management
and performance
management in
2008

Promoters on-board
notification and info
collection

training in 2006

management




Reference Cases

FESCO

Piimsongg

Q]

invent

’ symantec.

AMDCH

Nestle.

Promoters
on-board
notification

and info collection

Channel Incentive
ePoints Program

BIPG club/CIPG Club
Hot sale/NB Club
Inventory report/BMW

Shop quota program
SMR management
reward program

Products program
Festival program

A management
program to ensure
the quality of
event and leads.

Channel partners raise
biz-user event /
workshop to promote
Symantec products

An incentive program
to reward Sl partners.

Earned points if
product, invoice and
customer info are
correct and approved
by OEM partner and
redeem MKT services

Rewards to
resellers in each
province to import
products from
Nestle designated
Regional
distributors
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