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INDEX

A
Agreements. See Assigned agreements; 

Managed agreement
expiration date, 203
review, 163, 177
structure, 129

Anti-offshoring legislation, 39
Appendices, 65, 97
Application development/maintenance, 

51
Application service provider aggregators 

(ASPAs), 4
Application service providers (ASPs), 4

evaluation, business continuity issues, 
558–560

legal checklist, 537–538
legal due diligence checklist, 539–542

Application services agreement
fees, 548–549
hosting/reporting services, 545
liability, 550–551
nonperformance, 552
on-line conduct, 545
proprietary rights, 546–547
solicitation, 552
structure, 523–524
term, 547–548
user indemnity, 550
user information page, schedules, 

554–557
user systems, 544
vendor sample form, 543–553
warranties, 549–550

Application services provisions, contract 
negotiation (legal issues), 523–536

Approval
procedures, 465–466
rights, 156

Arbitration, 286–287
AS/400 operations/management, 87–88
AS/400 support, 101
AS/400S, 103

Assets, 161. See also Retained assets
acquisitions, 53
lump-sum payments, 343
management, 514
purchase, 130
sale, 47
transfer, 142, 210, 250
valuation, 175

Assigned agreements, 214–215
invoices, 215

Assignment, 170, 184, 316
Assurances, 269

covenants, 171, 185, 244
Attorney-client privilege, 230
Attorneys, usage, 135–136
Audits, 131, 149, 167. See also Offshore 

outsourcing agreements; SAS 70 audits; 
Services agreements

expenses, 258
identification, 181
questions, 532
rights/requirements, 347–348

B
Base case, 64. See also Financial 

considerations
architecture, 322–325
financial concepts, 325–335
time frame, 335–336

Base fees, 94–95
Base salary, 369
Baseline

adjustments, 64, 95, 224
change, 225

Benchmark, scope, 425–426
Benchmarker, 427–428
Benchmarking, 90, 131, 139–140, 164. 

See also Global transactions; 
Performance

alternatives, 430–431
identification, 216–218
overview, 217
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614 Index

Benchmarking (cont.)
procedures, 178
process, 200, 217, 429–430
provision, 425–431
questions, 529–530, 591

Benefits analysis, 363
Best practices, 216
Bill of sale agreement, 316
Binding offer, 82
Business

continuation procedures, questions, 
535

continuity, 169–170
direction, 443
issues, 588
recovery, 147
units, 212
variability, dealing, 148

Business continuity plan (BCP), 542, 
559–560

Business process outsourcing (BPO), 3–4, 
511

areas, target, 513–518
call center, 517
claims processing, 518
data management, 518
explanation, 512–513
finance, 514–515
human resources, 515–516
procurement/logistics, 516–517
reasons, 518–519
vendors, 519–520

C
California Identity Theft Law, 403–405
California Information Security law, 

402–403
Capacity planning/analysis, 86–88
Change

management, 86, 88
order, 270

Chargeback, 352–354
process, outsourcing, 353
services, payment, 352–353

Chief information officer (CIO), 
selection, 45

Children information, web sites, 395–397
Children's Online Privacy Protection Act 

(COPPA), 395

Commodity Futures Trading Commission 
(CFTC), 387

Communications, 60. See also Public 
communications

plan, 374–375
strategy, 72

Compensation, 93
analysis, 363

Competitors, security, 219
Compliance issues, 164–165, 179

identification, 191
questions, 530

Computer Fraud and Abuse Act (CFAA), 
400

Computer operations, 86
Confidential information, 200, 284, 575, 

577. See also Outsourcing
questions, 592

Confidentiality, 81–82, 111, 229–230, 
602. See also Global master services 
agreement; Services agreements

obligations, 259
Consents, 82, 130, 201, 255

letter, 118
term, 271

Continuous improvement, 216
Contract

administration, 130, 214–215, 261
business/legal reviews, 294
compliance, demonstration, 421
governance, 465–466
issues, 136–157, 588
structure, 106, 464
terms, 65, 125
year, 201, 271

Contracting party, 158–159, 173, 
524

Contract-related issues, 375
Contract-specific items, 98–99
Controlling the Assault of Non-Solicited 

Pornography and Marketing Act 
(CAN-SPAM Act), 399

Corporate actions, 107
Corporate rules, 414
Cost

allocation, 158
considerations, 157, 343
management, 47
savings/benefits, 47
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Index 615

trends, 339–340
usage, 341

Cost analysis, 444
Cost-of-living adjustment (COLA), 64, 

345. See also Global transactions
provisions checklist, 355

Cost-plus pricing, 342
Counsel, role, 107
Covenants, 232–233, 611. See also Global 

master services agreement
Cover letter, 84. See also Request for 

proposal
Critical services, 55
Criticalness, degree, 107
Currency compliance, 140
Customer

agents, 271
background information, 62
base/references, 77
contacts, 60

manager, 212
contract manager, 202
data, 271

ownership, 223
derivative work, 278
environment, 85, 87, 88
experience, 102
facilities, use, 213–214
governance, 465–466
indemnity, 237–238, 603
intellectual property, 271
IP, 202, 222
objectives, 585
obligations, 251
participation, 318–319
personal/property damage, 265
project manager, 271
reference questions, sample, 98–99
relations, 399–400
representations/warranties, 602–603
requirements, 422
resources, 212–213, 254
services, 173

location, 271
providing, 159

sites, 129
termination, 263

consideration, due diligence 
checklist, 594–599

third-party contracts, 202
third-party intellectual property, 272

Customer responsibilities, 110–111, 130, 
142, 449. See also Global master 
services agreement; Services agreements

articles, 212–215, 254–255
identification, 155–156, 165, 180
questions, 530

Customer satisfaction, 140, 164, 178, 431, 
575

business relationship, 315
delivery, 313
identification, 216–218
performance/support, 313–314
quality, 314
questions, 529, 590–591
survey, 90, 203, 217

checklist, 312–315
Customer/vendor termination agreement, 

605–612

D
Damages, 193–194, 288. See also Global 

master services agreement; Liquidated 
damages

Data. See Historical data; Services 
agreements

article, 223
entry, 53
handling, 166, 180
network services, 52
ownership, 145–146
protection, 259
provisions, 258
questions, 531
return, 145–146, 223
security, 218

Data center
migration, 85
outsourcing transaction, issues, 186
services, 51

Database transfers, restrictions, 406–408, 
411–412

Data/voice network, 89
Deal renegotiation, 6
Dedicated environments, shared 

environments (contrast), 157
Deductible/co-payment reimbursement, 

370
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616 Index

Deferrals, 455
Deliverables, tracking, 566
Desktop, 104

support, 101
systems/management, 88–89

Disaster recovery, 91, 101, 104
identification, 192
questions, 535
services, 52

Disaster recovery plan (DRP), 203
Dispute resolution, 152, 169, 184, 

429–430. See also Global master 
services agreement; Services agreements

articles, 233–234, 262, 286–287
questions, 534, 592

Disputed amounts, 256–257
treatment, 96

Distribution services, 87, 88
Documentation. See Insurance
Documents, interpretation, 170, 207
Draft appropriate agreement, 418
Drafting responsibility, 108
Dress code, 373
Due diligence, 38–39, 45, 83. See also 

Hardware; Human resources; Initial due 
diligence; Software

agreement, 109–112
checklist, 365–367
location, 108
objectives, 109–110
performing, 48
representative, 109
team, 71

E
Early termination rights, 183
Electronic communications, monitoring, 

400–401
Electronics Communications Privacy Act 

(ECPA), 400
Employee Retirement Income Security 

Act (ERISA), 364
compliance, 261

Employees
confidentiality agreement, 310
downsizing, 360
issues, 63, 186–187, 578–579, 

598–599
solicitation, 170, 184, 593

questions, 535
transfer, 106–107, 141–142, 162, 176
transition/transitioning, 58, 77–78, 

130, 367–368
impact, 359–362

Employment
agreement, 94
offers, 92–94, 367–374
period, 370

End date, 203
End users, 203
End-user expectations, setting, 420
End-user requirements, meeting, 420–421
Environmental indemnity, 239
Environments, contrast, 186
Equipment, purchase/lease, 452–453
Errors, correction, 223, 259
European Economic Area (EEA), 

410–411
information privacy/security, 414–415

European Union (EU), 410–411
information privacy/security, 414–415

Evaluation ballots, tallying, 70
Evaluation criteria, inclusion, 81
Exchange rate, 347
Exclusivity, 112
Exhibits, 293

checklists, 300–309
inclusion, 293
listings, 295–300
review, 108

Exit plan, existence, 99
Exit rights, 169, 183, 193

questions, 534
usage, 236–237, 263–264

Expenses, 96, 225, 286, 346–347
Exposure analysis, 125–126
External communications, 445

F
Fair and Accurate Credit Reporting Act 

(FACTA), 398
Fair Credit Reporting Act (FCRA), 398
Federal Deposit Insurance Corporation 

(FDIC), 389
Federal Reserve Board, 387
Federal Trade Commission, 408–409
Fees, 167–168, 181. See also Termination; 

Variable fees
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Index 617

designation, 202, 224
dispute, 227
provisions, 182
questions, 532–533
structure, 192
verification, 258

Finances, transfer, 348–349
Financial charges, 345–348
Financial considerations, 321

base case, 322–336
Financial documents, due diligence, 560
Financial industry, services, 386–389
Financial information, 94–96
Financial performance, 85
Financial planning, retained costs (usage), 

338
Financial proposal, 67
Financial security, 57
Financial standing, 67
Financials, 77
Fixed fee, 341–342
Force majeure, 132, 269, 290, 551–552
Foreign currency, 96

G
Gainsharing, 140, 164, 178–179, 

431–435. See also Outsourcing
questions, 530, 591

Geographic scope, 106, 172
Global companies, 409–416
Global master services agreement, vendor 

form, 481–505
audit, 490
confidentiality/security, 491–493
customer responsibilities, 485–487
damages, 497–498
data/reports, 491
definitions/construction, 482, 503–505
dispute resolution, 494–495
framework, 481
indemnities, 496–497
proprietary rights, 487–488
provisions, 498–502
representations/covenants, 493–494
services, 483–484

changes, 484–485
levels, 484

term, 483
termination, 495–496

third-party services, 485
vendor payments, 488–490

Global operations, 5
Global transactions, 461

asset sales, 473
audit requirements, 471
benchmarking, 472
COLA, 473
contract

issues, 464–474
preparation, 464–465

currency risks, 473
data

centers, relocation, 471
privacy regulations, 470

employees, transfer, 466–468
environments, 471–472
import/export controls, 470
industry-specific regulations, 468–470
laws/regulations, 468–471
legal issues, 464–474
ownership issues, 471
performance

monitoring, 472
standards, 472

price-related issues, 472–473
retained responsibilities, 473
services, continuation, 474
taxes, 473
termination, 474
third-party processing, 471
transborder data flow, 470

Gramm-Leach-Bliley Act (GLBA), 387

H
Hardware

due diligence, 187
upgrades/replacements, 53

Health benefits, 93
Health care benefits, 370
Health care industry, services, 

389–395
Health Insurance Portability and 

Accountability Act (HIPAA), 364
business associates agreements/

outsourcing issues, 395
penalties, 394–395
privacy rule, 390–392
security rule, 392–394
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618 Index

Help desk, 89
services, 51
support, 101

Hiring requirements, 94. See also Human 
resources

Historical data, 422
Hotsite, maintenance, 147
Human resources, 68–69, 92–94, 104, 

357. See also Business process 
outsourcing

due diligence, 359–367
hiring resources, 368–369
representative, 71, 373
start date, 368
terms/conditions, 219, 254

I
Import/export, 170, 185

controls. See Global transactions
Incremental fees, 64
Incremental usage, 95
Incumbent provider, migration, 186
Indemnification, 132

articles, 287–288
procedures, 239–240, 266, 287–288

Indemnities, 152, 264–266, 375, 608–609. 
See also Global master services 
agreement; Services agreements; 
Transformational outsourcing

Inflation, 95
Information

privacy. See European Economic Area; 
European Union

issues, 383
laws, 385–401

security laws, 402–405
verification, 257

Information technology (IT)
budget, 54
costs, 43–44
department, 44–48, 56
functions, 51
industry

background, 1–2
overview, 1

infrastructure, 37
resources, understanding, 53–55
trends, 46

Information technology (IT) outsourcing

agreement
customer form, 195
reports/documentation, 145
structure, 137
vendor form, 246

deals, 6
list, 6–36

industry, 2–6
international issues, 152
legal/regulatory compliance, 

140–141
management/control, 142
performance, measurement, 

139–140
relationships, 46
services

integration, 138–139
scope, 137–138

transactions, checklist, 583–593
Information technology (IT) services

agreement, 199
definitions/construction, 199–207
evaluation, 100–105

Infringement, 264–265
In-house capabilities, 156, 580
In-house service, migration, 186
Initial due diligence, 172
Injunctive relief, 154, 260
Insource rights, 578, 593
Insourcing, 47
Insurance, 168, 182, 346. See also 

Offshore outsourcing agreements
documentation, 241
questions, 533
requirements, 194

Intellectual property, 143–145, 272, 574. 
See also Customer

Interest, conflict, 244
Internal communications, 48–51, 445
International outsourcing transactions, 

local counsel questionnaire (example), 
506–509

International transactions, issues 
checklist, 475–480

Internet-enabled outsourcing, 4–5, 
521–522

Inventories, 54–55
management, 86

Invoicing, 64, 96
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Index 619

J
Joint management

period, 318
rights, 320

procedures, example, 318
Joint ventures, 542, 579, 593

K
Knowledge sharing, 209

L
Lawyer, finding, 123
Legal developments, monitoring, 418
Legal documents, due diligence, 560
Legal resources, 108

assessment, 106–108
Letter agreement, 74
Letters of intent, 72

customer form, 113–114
vendor form, 115–117

Liability, 267
limitation, 592
provisions, 169, 183–184

questions, 534
Licenses, 130
Limitation period, 269
Liquidated damages, 63, 150, 455
Litigation search, 540
Long-range IT plan, 89
Long-range plan, development, 55–56

M
Mainframe, 103

operations, 85–87
support, 101

Managed agreement, 204
invoices, 214

Managed serviced providers (MSPs), 4
Management

commitment, 444
expectations, setting, 420
procedures, 63, 166, 180

questions, 531
reorganization, 445
structure, 54

Market
awareness, 250
comparisons, 344

Marketing relations, 399–400

Measurement/monitoring tools, 216
Media search, 539
Microfiche, 53
Micromanagement, 156–157
Migration/consolidation, 87–88
Model contracts, 412–414
Model term sheet, 129–132
Most-favored customer, 96, 226

provision, 167, 430
Multivendor proposals, 61, 85
Mutual protection, 73–75

N
National Credit Union Administration 

(NCUA), 387
Need-to-know basis, 50
Negotiations, 83, 126

introduction, 119–120
location, 108
position, 50
process, 119, 121–125
strategy, 119, 127–128

Network, 104
support, 101

Noncompetition, 221
provisions, 167

Noncompliance, demonstration, 421
Nondisclosure agreement, 73–75
Nondisparagement, 269
Nonsolicitation, 244

O
Office of the Comptroller of the Currency 

(OCC), 387
Office-related services, 53
Offshore operations, 38–39
Offshore outsourcing, 415–417
Offshore outsourcing agreements

audits, 228–229
confidentiality, 229–231
indemnities, 237–240
insurance, 240–241
issues, 172
management/control, 221–222
payment schedule/invoices, 226–227
proprietary rights, 222–223
representations/warranties, 231–232
services, 208–210, 211–212

levels, 215–216
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Offshore outsourcing agreements (cont.)
locations, 218–219

taxes, 227–228
termination, 234–235
terms, 207
transition, 210–211

Offshoring, 4
issues, 37–40

Off-site storage, 53
Organizational structure, 54
Organizations, comparison, 426–427
Organization-wide initiatives, 

implementation, 47
Out-of-scope services, 272
Outplacement benefits, 364
Outsourcing

assignment, 152–153
candidate, 46
change, financial impact, 348–350
companies, 409–416
considerations, 43
contract, 133

sections, 293–294
termination, rights, 375

directive, 43–44
human resource functions, 397–399
options, 37–40
overview, 133–135
reasons, 37
timetable, 49
transaction. See Data center

confidential information, 
146–147

gainsharing, 436–440
Outsourcing agreements, 343–344

issues, 158
structure, 158, 172–173
termination, 607

Outsourcing team
formation, 44–45
guidelines, 45–47
internal evaluation, 45–47

Ownership
issues, 448. See also Global 

transactions
rights, 143

P
Pass-through expenses, 342

Payments, 351–352
terms, 343

Performance, 62–63
appraisals, 373
benchmarking, 422
bonuses, 425
credits, 90, 216

approach, 424–425
measurement, 419
monitoring, 421
service levels, 89–90, 419–425
specifications, 89–90
standards, 163–164, 178. See also 

Global transactions
ability, 67
identification, 190

Permits, 130
Pharmaceutical industry, outsourcing, 37

legal issues, 39–40
checklist, 40–41

Post-negotiation activities, 561–567
contract

administration, 566
signing, 561–562

press release, 562–563
risk analysis, 564

Preferred vendor
commitment/costs, 71–72
notification, 71–72

Prepaid expenses, 226
Price reductions, 344
Pricing, 64

options, 341–345
structure, 341–344

Primary contractor, 287
Privacy. See Information
Privacy policies, 405–409
Problem management, 86, 88
Process control, 53
Process design, 443
Product standards, 155, 209
Production control, 88
Productivity improvements, 344
Projects

definition, 449
executives, 63
identification, 161–162, 176
management, 92, 444
plan, 449
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Index 621

staff, 63, 92, 162, 177, 272
appointment, 220
hiring, 237
questions, 528

team, 285
Property management, 514
Proposal. See Request for proposal

date, 82
delivery, 82
presentations, 83

Proprietary rights, 131, 166–167, 181. See 
also Offshore outsourcing agreements; 
Services agreements; Transformational 
outsourcing

articles, 284–285
identification, 255
questions, 531–532

Proprietary rights rider
definitions, addition, 276–278
license terms, 279
vendor form, 275

Proration, 225, 257
Public communications, 542
Publicity, 112, 153, 244–245, 261

R
Rate-based pricing, 341–342
Record retention, 229
Recovery mechanisms, 447
Refundable items, 226
Regulatory compliance, 40
Remediation plan, 320
Remedies, 243, 424–425
Renegotiation, 569, 589

benchmarking, 576–577
contract, contents, 571–579
dispute resolution, 577
fees, 576
gainsharing, 577
issues, 579–580
performance, 577
process, 571, 585–586
trigger, 148

Reports. See Services agreements
identification, 180, 190–191
inspection, 259
questions, 531

Representations, 149, 609. See also 
Offshore outsourcing agreements

Request for information (RFI), 58–59
sample, 76, 79

Request for proposal (RFP), 58–65
amendments, 83
cover letter, 60
criteria, weighting, 69–70
disclaimer, 81
evaluation, 65–71

criteria, 65–69
format, 60, 83–84
preparation, 60–65
scope, 61
selection

process, 70–71
request, 43

submission date, 60
Resource

charges, reduction, 148
distribution, 57, 77–78
pool, 342

Respondents, 69
Restrictive covenants, 154
Retainage, 455–456
Retained assets, 162–163, 177, 528

usage. See Financial planning
Retained costs, 336–338
Retained employees, issues 

(consideration), 381–382
Retiree medical benefits, 371
Retirement benefits, 93
Risk/benefit

analysis, 47
assessment, 444

Roles, defining, 122
Root cause analysis, 63, 90, 215–216, 320

approach, 424

S
Sarbanes-Oxley Act, 402
SAS 70 audits, 149
Savings

benefits, 93
plans, 371

Scoring system, 69
Securities and Exchange Commission 

(SEC), 387
Security, 541. See also European 

Economic Area; European Union; 
Global master services agreement
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622 Index

Security (cont.)
breach, 403–405
issues, 383
obligations, 259
practices, 402–403

Service levels, 55, 62, 130, 139. See also 
Performance

adjustment, 423–424
establishment, 421–422
questions, 590–591
term, 204
timing, 251
usage, 447

objectives, 420–421
Service-level agreements, 421–423
Service-level requirements, 90
Services. See Critical services

changes, 252–253
contracts, governing law/venue, 153
credit, 94, 372
delivery, ability, 66
determination, 52
locations, 165–166, 180, 250

identification, 191–192, 465
questions, 530–531

providing, 62
scope, 129, 158–160, 173–174, 

525–526
defining, 464–465
identification, 188–189

term, 159
Services agreements, 177, 249

audits, 258
confidentiality/security, 259–261
construction, 249
contract administration, 251
customer responsibilities, 254–255
data/reports, 258–259
definitions, 249, 270–274
dispute resolution, 262
human resources, 254
indemnities, 264–266
liability, 267
proprietary rights, 255–256
provisions, 267–270
representations/covenants, 261–262
services, 250

changes, 252–253
levels, 251–252

term, 249
termination, 262–264
third-party services, 253–254
vendor payments, 256–258

Set-off, rights, 225
Severability, 171, 185, 242, 268

provision, 289, 610
Severance/redundancy, 93, 371–372

policies, review, 363–364
Shadow support, 54
Single bid, multiple bids (contrast), 58–59
Single bidding, 59
Single vendor, multiple vendors 

(contrast), 59–60
Software

due diligence, 187–188
licenses, 448
upgrades/replacements, 53

Solicitation, 269, 290
Spending commitments, 343
Staffing, 142

reorganization, 445
State Attorney General Office, 408–409
Stay incentives, 376

alternative methods, 379
checklist, 379–380
examples, 377–379

Strategic alliances, 5
Strategic control, retaining, 155–157
Strategic planning, 53
Subcontracting

agreement, 283
relationships, 177

Subcontractors, 77–78, 220, 287
partners, 58

Subrogation, 266
Support, obtaining, 44–45
System implementation, ability, 66–67
System integrators (SIs), 4
System rollout, 58, 77

T
Taxes, 158, 168, 182, 345. See also Global 

transactions; Offshore outsourcing 
agreements

determination, 192
liability, 47
questions, 533

Team assembly, 157
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Index 623

Team members, 108
Teaming agreement, 281

damages, 288
definitions, 282
dispute resolution, 286–287
expenses, 286
indemnification, 287–288
project team, 285
proprietary agreements, 284–285
provisions, 288–291
relationship, 284
responsibilities, 283–284
term, 283
termination, 285

Technical architecture, 155, 209
Technologies, 77, 160–161

access, 68
assessment, 175
indexing, 96

Telecommunications services, 52
Telephone charges, 53
Term sheet, 123–124. See also Model 

term sheet
Termination, 64–65, 131, 150–151. See 

also Offshore outsourcing agreements; 
Services agreements

approach, 425
articles, 285
benchmarking, 576–577
confidential information, 577
contract, contents, 571–579
costs, 580
dispute resolution, 577
effect, 151–152
fees, 235, 573, 576
gainsharing, 577
identification, 192–193
issues, 579–580
obligations, 606–607
performance, 577
plan, 580–582
preparation, 593
process, 571
questions, 533–534, 592–593
rights, 148, 168–169. See also Early 

termination rights
Termination assistance, 152, 169, 183, 

235–237, 578
agreement, 263

period/services, 205–206
questions, 534
services

agreement outline, 600–604
exhibit, 613–614

Third parties, 283
notification, 567

Third-party agreements, review, 189–190
Third-party beneficiaries, 171, 243, 267, 

290
questions, 536

Third-party consents, 163, 178, 190, 529
Third-party contracts, 251
Third-party IP, 143–144
Third-party products/management, 118
Third-party providers, 253
Third-party services, 118, 212, 253. See 

also Services agreements
contracts, 575, 590

Third-party vendors, 567
Time commitment, 108
Time frame. See Base case
Timeline, 107
Timetable, preparation, 47–48
To-be-determined (TBD) list, tracking, 

566
Tool requirements, 188
Training

expense, 47
services, 52

Transaction
defining, 121–122
issues, 52–53
scope, defining, 51–53, 56

Transaction-specific issues, 165, 179, 191
questions, 530

Transfer funding, 349
Transformation

finances, 349
funding, 349

Transformational outsourcing, 441
acceptance testing, 453–454

failure, 454
change orders, 452
contract terms, 449–460
cutover/parallel environments, 453
data conversion, 457
documentation, 457
hardware, 457
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624 Index

Transformational outsourcing (cont.)
implementation schedule, 444, 450
incentives, 454–456
indemnities, 458
installation, 452
internal considerations, 443–445
loss, risk, 452–453
management/organizational issues, 

444–445
marketing arrangements, 460
multiple environments, maintenance, 

447
payment, 458
progress meetings/reports, 456–457
project

definition, 443–444
management, 456

proprietary rights, 458–459
reprioritization/delay, right, 

450–451
risk assessments, 444
software, 457

conversion, 457
staffing, 456
subcontractors, usage, 447–449
third-party licenses, 459
training, 457–458
warranties, 458

Transition
assistance, 578, 592–593, 596–598
costs, 580
schedule, 600–601

Transition plan, 90–91, 160, 174, 206
explanation, 374–375
implementation, 566–567
questions, 526

Tuition aid, 372

U
Unit cost

total cost, contrast, 338–341
units, identification, 338–339

Unused credits, 226
U.S. safe harbor, 412–414
Utility-based models, 5–6

V
Value-added services, 67
Variable fees, 206, 224, 226–227

Vendor
account

manager, 273
structure, 540

affiliate, 273
agents, 206, 273
announcement, making, 71
background information, 61–62
concerns, 156–157
consideration, 100
cooperation, 319–320
costs, 82–83
employees, transitioning, 357–358
employment agreement, 369
evaluation criteria, 100–101
experience, 56–58, 68
financial considerations, 100
flexibility, 68
form. See Letters of intent
governance, 466
group

narrowing, 58
selection, 56–58

hiring, subcontractor hiring (contrast), 
368

history, 57, 76, 77
indemnity, 238–239, 603
instructions, 81–84
integration, 176
intellectual property, 255–256, 274
IP, 144–145, 206, 222
licenses/permits, 208
management, 250

structure, 540
methodologies, 160, 174–175

integration, 162
notification. See Preferred vendor
organization, 84
payments, 224–226, 256
personal/property damage, 265
personnel

conduct, 220–221
requirements, 191
responsibility, 320

presentations, 61
problems, documentation, 587
proposals, 100–105
proprietary intellectual property, 274
ranking, 105
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reputation, 57, 67
resources, 56–58, 84, 100, 102

responsibility, 320
selection, 82–83, 107

request, 43
services, 173

locations, 206
staff, 219–221
termination, 262–263
third-party intellectual property, 274
transition, 94
value, determination, 124–125

Vendor-specific information, 84–85
Voice network services, 51
Voluntary early retirement program 

(VERP), 360

W
Waivers, 171, 185, 242–243, 611

provision, 268, 290
Warranties, 149, 609. See also Offshore 

outsourcing agreements; 
Transformational outsourcing

Web site protection, 541
Weighted ranking, 101
Work hours, 94, 373
Work product, 204
Worker Adjustment and Retraining 

Notification Act (WARN), 364
Workload, changes, 258
Worst-case scenario, 444
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