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About NelsonHall 

NelsonHall is a research organisation specialising in the analysis of services markets. 
The company tracks recent market developments and changes in vendor capability 
globally with particular emphasis on Europe and the U.S. NelsonHall provides market 
assessments and vendor assessments to both users and vendors of services. The 
company also provides project and consulting services. 

The company tracks business services and IT services activity. In particular, 
NelsonHall focuses on the following services and process areas: 

Business process outsourcing, including customer relationship management 
services, industry-specific processing services, procurement services, accounting 
services, and HR services 
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IT outsourcing, including application management, enterprise application 
outsourcing and comprehensive outsourcing services 

IT services, including professional services, systems integration and full life-cycle 
services 

IT application demand by industry. 

NelsonHall provides information to its clients in a variety of forms, tailored to your 
specific requirements. For example, information can be supplied as: 

BPO & Outsourcing subscription service 

Vendor assessment subscription service 

Individual market assessments 

Project and consulting services. 

NelsonHall has extensive experience of project and consulting services. Examples of 
recent assignments include: 

Market assessments in support of market entry strategies 

Market assessments in support of board-level strategy reviews 

Assessments of client satisfaction and vendor benchmarking 

Assessments of pricing strategies. 

For more details, contact: 

NelsonHall: 
268 Bath Road 
Slough 
SL1 4DX 

Phone: +44 (0)1753 701 015 
Fax: +44 (0)1753 725 205 
paul.connolly@nelson-hall.com 
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Abstract 

The purpose of this study is to provide high-level advice and guidance for senior 
executives who are considering business process outsourcing (BPO) as an 
alternative sourcing arrangement for one or more of their organisation’s business 
functions. 

The study is based upon NelsonHall’s BPO market research, including interviews with 
CFOs and other senior decision-makers, and identifies key lessons in each of the 
following areas of BPO: 

Selecting a sourcing approach � 
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� 

Selecting a BPO vendor 

Negotiating a BPO contract 

Making the transition to a BPO service. 

The study also describes the real-life experiences of three organisations that have 
adopted BPO. These case studies are: 

Abbey Life – Life & Pensions BPO 

BBC – TV Licensing Administration BPO 

Deutsche Bank – Money Market Trade Processing BPO. 

 

 

 

 

 
 

 

 

 

 

 

 

Copyright © 2003 by NelsonHall. All rights reserved. Printed in the United Kingdom. No part of the publication may be reproduced or distributed in 
any form, or by any means, or stored in a database or retrieval system, without the prior written permission of the publisher. 

The information provided in this report shall be used only by the employees of and within the current corporate structure of NelsonHall’s clients, 
and will not be disclosed to any other organisation or person including parent, subsidiary, or affiliated organisation without prior written consent of 
NelsonHall.  

NelsonHall exercises its best efforts in preparation of the information provided in this report and believe the information contained herein to be 
accurate. However, NelsonHall shall have no liability for any loss or expense that may result from incompleteness or inaccuracy of the information 
provided. 
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