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INDEX

Account manager

Replacement of, 50

Accounting outsourcing

Advantages and disadvantages,
131-141

Contract clauses, 57-60

Control issues, 146-148

Customer service issues, 156157

Management, 77-78

Measurement of, 148—15¢
365-367

Performance measureients, 116-121

Termination issucs, 94-96

Transactions, 121-126

Transition issues, 141-146

Administration outsourcing

Advantages and disadvantages,
351-355

Contract clauses, 73-74

Controls, 357-359

Customer service, 362-363

Management of, 87-88

Measurement, 359-362, 376

Termination, 102-103

Transition, 355-357
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Advantages . o1tsourcing
Acconniing tunction, 131-141
Adxivistrative functions, 351-355
{amputer services, 161-168
Customer service, 186190
Engineering, 206-211
Human resources, 236-240
Janitorial services, 274-276
Logistics, 252-257
Maintenance services, 274-276
Manufacturing, 303-308
Sales and marketing, 330-332

Advertising
Outsourcing, see Sales and marketing
Pricing, 71-72

Advisory committee, 7677

Arbitration clause, 47

Asset
Disposal, 37, 262
Transfer to supplier, 36, 56

Audit
Contract clause, 47
Program, engineering, 224
Program, janitorial, 284-288
Program, maintenance, 288—-294

Awards, milestone, 52-53
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Baseline services
Contract appendix, 56
Definition of, 40, 51-52
Reporting of, 56

Bonus
Call center rollout, 73

C

Call center
Rollout bonus, 73
Capacity, overflow condition, 3—4
Cash management, see Accounting
outsourcing
Chart of accounts, 110
Clerical services, see Administration
outsourcing
Co-development software ownership, 60
COLA adjustments, 50-51
Collections, see Accounting outsourcing
Commissions, 72
Computer services outsourcing
Advantages and disadvantages,
161-168
Contract clauses, 60-62
Controls, 172-175
Customer service issues, !&1-182
Management of, 79-£0
Measurements, 17 -151, 367-368
Termination, 9627
Transition, 168-172
Confidential information
Clause, 47, 310
Loss of, 9
Confidentiality agreement, 35
Contract
Accounting clauses, 57-60
Administration clauses, 73-74
Computer services clauses, 60—62
Construction of, 45-47
Customer services clauses, 190-193
Engineering clauses, 62-63
Finalization, 36
Governance, 50

Index

Human resources clauses, 63—66
Length of, 21

Logistics clauses, 66—68
Manufacturing clauses, 69-71
Sales and marketing clauses, 71-73
Signing, 4647

Termination, 54-56

Controls

For outsourced accounting, 146148

For outsourced administration, 357-359

For outsourced computer services,
172-175

For outsourced customer service,
196-199

For outsourced engineering, 219-224

For outsourced buman resources,
242-243

For out:ourced janitorial services,
282294

For eutsourced logistics, 263-266

For outsourced maintenance services,
282-294

For outsourced manufacturing, 316-318

For outsourced sales and marketing,
337-340

Impact of outsourcing on, 111-115

Improvement of, 2

Controller job description, 78
Conversion assistance, 55-56
Copy center

Outsourcing, see Administration
outsourcing
Pricing, 73-74

Coordinator, see Functional Coordinator
Cost

Cap, 51
Of outsourced function, 29-31
Reduction of, 5

Customer service issues,

For accounting function, 156-157
For administration, 362-363

For computer services, 181-182
For customer service, 201-203
For engineering, 230-233

For human resources, 248-250
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For logistics, 270-272

For manufacturing, 324-326

For sales and marketing, 346
Customer service outsourcing

Advantages and disadvantages,

186-190

Contractual issues, 190-193

Controls, 196-199

Customer service issues, 201-203

Management of, 80-81

Measurement, 199-201, 368

Termination, 97

Transition issues, 193-196

D

Data collection, 106-108
Desktop publishing outsourcing, see
Administration outsourcing

Direct deposit, 135

Direct mail, see Sales and marketing

Disadvantages of outsourcing
Accounting function, 131-141
Administrative functions, 351-355
Computer services, 161-168
Customer service, 186—190
Engineering, 206-211
Human resources, 236-240
Janitorial services, 274-27
Logistics, 252-257
Maintenance services, 274-276
Manufacturing, 303-308
Sales and marketing, 330-332

Disaster recovery planning, 60-61

Discount, distributor, 72

Distributor discount, 72

E

Electronic data interchange, 122—-123
Employee, see Personnel
Employment contracts, 215
Engineering outsourcing
Advantages and disadvantages,
206-211
Audit program, 224

Index 379

Contract clauses, 62—-63
Controls, 219-224
Customer service, 230-233
Management of, 81-82
Measurements, 224-230, 369
Termination, 97-98
Transition issues, 211-218
Enterprise resources planning software, 3
Escalation clause, 51
Escrow, software, 62
Expense reimbursement, 51
Experience database, 35

F

Financial reporting 103-111
Financial statements, see Accounting
outsourcing

Force mazjoure, 48

Freight
Aaditor measurements, 266
Auditor pricing, 68
Broker measurements, 267
Brokering, 68, 256

FUD principle, 12

Functional coordinator, 35, 75-76

G
Gain sharing, 52
Gantt chart
For computer services installation, 173
For customer service installation, 196
For engineering installation, 218
For janitorial installation, 283
For logistics installation, 264
For maintenance installation, 283
For manufacturing installation, 315

H

Human resources outsourcing
Advantages and disadvantages,
236-240
Contract clauses, 63—66
Controls, 242-243
Customer service, 248-250
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Human resources outsourcing (continued)
Management of, 82
Measurement, 243-248, 369-370

Janitorial outsourcing coordinator, 84
Logistics outsourcing coordinator, 83
Maintenance outsourcing coordinator,

Termination, 98-99 84
Transition, 240-241 Manufacturing outsourcing coordinator,
85

| Sales and marketing outsourcing

coordinator, 87
Insurance

Cost of, 65, 67
Transition, 240-241 L
Intellectual property rights, 48 Life insurance, cost of, 65
Internal auditing Logistics outsourcing
Measurement of, 150-151 Advantages and disadvantages,

Methodology, 58 252-257
Pricing, 58 Contract clauses, CC-68

Stafflng, 58 Controls, 263206
International suppliers Customer service issues, 270-272
Management of, 88—89 Managegent of, 83
Tnventory Meascrement, 266-270, 370-371
Crinination, 99-100

Insurance coverage, 67
Transition, 258-263

Repurchase of, 72-73
Investment Recovery Association, 257

Investments, see Accounting outsourcing M
Mailing lists, 73
J Maintenance outsourcing
Janitorial services outsourcing Advantages and disadvantages,
274-276

Advantages and disadvantages,
274-276

Controls, 282-204

Management of, §4-85

Measurements, 294-296, 371-372

Termination, 100

Transition, 276-282

Job descriptions

Administrative services outsourcing
coordinator, 88

Controller, 78

Computer services outsourcing
coordinator, 79

Customer service outsourcing
coordinator, 81

Engineering outsourcing coordinator, 81

Human resources outsourcing
coordinator, 82

Controls, 282-294

Management of, 84-85
Measurements, 296-298, 371-372
Termination, 100

Transition, 276-282

Management, see Supplier, Management of

Manufacturing outsourcing

Advantages and disadvantages,
303-308

Contract clauses, 69-71

Controls, 316-318

Customer service, 324-326

Management of, 85-86

Measurement, 318-324, 372-374

Termination, 101

Transition, 308-315

Marketing, see Sales and Marketing
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Measurement

Of outsourced accounting, 148-156,
365-367

Of outsourced administration, 359-362,
376

Of outsourced computer services,
177-181, 367-368

Of outsourced customer service,
199-201, 368

Of outsourced engineering, 224-230, 369

Of outsourced human resources,
243-248, 369-370

Of outsourced janitorial services,
294,296, 371-372

Of outsourced logistics, 266270,
370-371

Of outsourced maintenance, 296298,
371-372

Of outsourced manufacturing, 318-324,
372-374

Of outsourced sales and marketing,
340-345, 374-375

Of service levels, 41-43

Measurements, 151-152

Pricing, 58-59
Penalties

Listed in RFP, 22

Metrics-based, 49-50

Reduction of, 94
Pension plan, see Accounting outsourcing
Performance measurement

For the accounting department, 116-121

Contract clause, 49

Listed in RFP, 21

Measurement of, 39-40, 41-43, 57
Personnel

Cherry picking of; 52

Layoffs, 31-34

Leasing, 227

Severance payments, 53-54

Traizing of, 56

Tiansier of, 21, 33-34, 36-37
Piiciag

Based on volume, 52

Expectations, 21-22

Medical insurance, cost of, 65
Milestone awards, 52-53
Moving costs, 65

Value-based, 52
Product returns outsourcing, 256-257
Profits, unearned, 55

(0] Public relations

Outplacement Outsourcing, see Sales and marketing
Cost of, 66, 246 Pricing, 71
Customer service issues, 250

Outsourcing Q
Advisory committee, 76-77 Quality

Cost of, 29-31 Contract clauses, 70-71

Initiating, 10-11

Overview, 1-8 R

Path, 7 Ratio analysis, improvement of, 4
Risks, 8-10 Receivable retention, 57-58
Sponsor, 77 Record storage

Outsourcing Institute, 18 Outsourcing, see Administration

Overhead charges, 40 outsourcing
Pricing, 74
P Recruiting
Payroll Fees, 66, 246
Cards, 136 Outsourcing advantages, 238
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382 Index
Reference checking, 26-28 Relationship with, 14, 38—41
Relocation outsourcing Selection criteria, 20
Advantages, 239-240 Transition to, 34-38
Costs, 246 Strategy, focus on, 2
Customer service, 249
Request for proposal, 19-22 T

Retainer, elimination of, 71
RFP, see Request for proposal
Risk, of using outsourcing, 8-10

Taxes, see Accounting outsourcing
Technology refresh clause, 62

Telemarketing
Outsourcing, see Sales and marketing

S Pricing, 73
Sale-and-leaseback, 29 Territory adjustments, 72
Sales and marketing outsourcing Termination

Advantages and disadvantages, 330-332 Avoidance, 92-92

Contract clauses, 71-73 By functional arca, 94—103

Controls, 337-340 Clauses, 54-56, 70

Customer service, 346 Descripion in RFP, 22

Management of, 8687 Isstas 93-94

Measurement, 340-345, 374-375
Termination, 101-102
Transition, 332-337

Salesperson
Commissions, 72

Security outsourcing, see Administiation

outsourcing

Service-level agreement
Contract clause, 49
Engineering, 215

Severance payment.. 53-54

Skills, acquisition of, 2

Povments, 72
Scenarios, 91-92
Training
Accounting, 134
Contract clause, 56
Cost, 247
Customer service issues, 249
Evaluation, 247
Materials, ownership of, 64
Outsourcing advantages, 239
Pricing, 64
Transition, 241

Software
Co-development of, 60 Transaction processing
Escrow, 62 For accounting, 121-126, 154156
Step pricing, 69 Changes, 59-60
Storage fees, 67 Transition issues
Subcontractors, use of, 21, 50 Accounting, 141-146
Supplier Administration, 355-357
Change in circumstances of, 8-9 Computer services, 168-172
Characteristics of, 11-14 Customer service, 193-196
Evaluation of, 19, 23-29 Engineering, 211-218
How to find, 18-19 Human resources, 240-241
Liability cap, 48 Janitorial services, 276282
Management of, 75-89 Logistics, 258-263
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Maintenance services, 276-282 \"

Manufacturing, 308-315 Value-based pricing, 52

Sales and marketing, 332-337
Transportation pricing, 68 W
Trucker measurements, 267-269 Warehouse measurements, 269

Workers’ compensation

u Cost of, 245
Unearned profits, 55 Customer service issues, 249
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