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Course Description: 

This course is a combination of BPR, BPM & BPO. The course teaches the concept of Business Process Reengineering and its adaption. It matches theory with hands-on exercises while integrating some core concepts. Business Process Outsourcing, one of the subset of outsourcing, is the contracting of the operations and responsibilities of specific business functions or processes to a third-party service provider. The topic includes Managing Business Process Flows, implementation of BPR, BPM Models & Measurement, BPO Business Models, BPO Governance, Legal and Regulatory Issues. Class room sessions for all topics will be supplemented with case studies, video clips and class room exercise. This course will enable students to understand the importance of different organizational processes and how they can be improved via BPR to provide an overall improvement in the organizational competency. It will also help the students to know the different aspects and principles of outsourcing and analyze issues related to performance, quality, legal, and regulatory in BPO.
Contents

· BPO, KPO: Overview

· BPO Business Models 

· BPO Governance, Legal and Regulatory Issues 

· Service Level Agreement

· Service Quality Issues in BPO

· Performance Evaluation in BPO
Session Plan
	Session
	Topics
	Case study
Class Activities

	1,2
	BPO, KPO: Overview

Introduction, Benefits, BPO Models, Evolution of BPO, BPO companies in India, Career opportunities, KPO
	

	3,4, 5
	 BPO Business Models 
Contact Centre/ Call Centre, Healthcare, Transaction Processing, Human Resources, Media & Entertainment, Publishing, Off shoring
	Case Study: 

· Contact Centre Company: Intelenet Global

· Healthcare BPO: CBay Systems,

· F&A BPO: Datamatics Technologies




	6,7,8
	BPO Governance, Legal and Regulatory Issues 

Corporate Governance, Challenges in BPO Industry, Model for BPO Governance Intellectual Property Rights, Transfer Pricing Guidelines, Laws in International Contract, BPO and Compliance, BPO Regulation
	

	9,10
	Service Level Agreement

Contents of SLAs, Metrics for SLAs, SLA Guidelines, Other issues in SLAs
	

	11,12
	Service Quality Issues in BPO

Quality Issues, •
Addressing Service Quality Issues,  Quality Governance, Quality Certifications
	

	13,14,15
	Performance Evaluation in BPO

Performance Management in BPO, Performance Measurement and Controls
	

	16
	Evaluation
	

	32
	Presentation
	


	Pedagogy

	1. Lecture

	2. Case Study

	3. News/ Article Analysis

	4. Activity/ Exercise

	5. Videos


Evaluation: 

	Internal Assessment 
	40 Marks

	 End Term Exam
	60 Marks

	
	

	Internal Assessment:
	

	Presentation / Assignment
	10 Marks

	Class Test
	10 Marks

	Attendance
	10 Marks

	Class Participation
	10 Marks

	Total 
	40 Marks


Textbook: 

1) Business Process Reengineering
-
K. Shridhara Bhat, Himalaya Publishing House, 

2nd revised Edition, 2011, reprint 2017 







2) Business process outsourcing 
- 
V. V. Sople, PHI, 2nd Edition, 4th Reprint 2016

Reference Book: 

1) Business Process Reengineering & 

-
B.R. Dey, Biztantra, Dreamtech Press, 2005, 

Change Management




Reprint 2014

2) Business process Outsourcing


 -
Sarika Kulkarni, Jaico, 2012 

3) Business Process Outsourcing


 -
Saxena K.B., Sangeeta Shah Bharadwaj Excel books,      

1st Edition, 2007
4) Business Process Outsourcing


-
K.Shridhara Bhat, Himalaya Publishing House, 1st 

Edition, 2016
5) Business Process Management
,

-
Martyn A. Ould, The British Computer Society, Rigorous Approach




1st edition, 2007

6) Business Process Management


-
John Jeston, Johan Nelis, Butterworth-Heinemann 1st






Edition, 2006




7) The essence of Business Process Re-engineering
-
Joe Pepperd, Philip Rowland, PHI, 2002

8) BPO KPO Management an Industry Perspective
 - 
Gopal R, Manjrekar Pradip, 1st Edition, 2008

E- Books: 

(1) Fundamentals of Business Process Management

-
Marlon Dumas  Marcello La Rosa

Jan Mendling  Hajo A. Reijers F, 2013
http://otgo.tehran.ir/Portals/0/pdf/Fundamentals%20of%20Business%20Process%20Management_1.pdf

(2)  Business Process Management & BSC   
--   Ralph Smith, Wiley Publications, Edition 1, 2006 

http://ebook3000.com/Business-Process-Management-and-the-Balanced-Scorecard---Focusing-Processes-on-Strategic-Drivers_400052.html
(3)  Business Process Management 
-- Mathias Weske, Springer Pubication, Edition 2, 2012 

http://ebook3000.com/Business-Process-Management--Concepts--Languages--Architectures--2nd-edition_213731.html 

(4)   Business Process Mapping Workbook 
--
J. Mike Jacka & Paulette Keller, Wiley Publication, Edition 2, 2009 

http://ebook3000.com/Business-Process-Mapping-Workbook--Improving-Customer-Satisfaction_437957.html 

(5)  Business Process Outsourcing: Process, Strategies, and Contracts
- John K. Halvey, Barbara Murphy Melby, Wiley; 2nd edition

http://www.ebook3000.com/Business-Process-Outsourcing--Process--Strategies--and-Contracts_35076.html

(6)  Outsourcing Success: The Management Imperative

-
Alpesh B. Patel

http://www.ebook3000.com/Outsourcing-Success--The-Management-Imperative_249049.html

(7)  Process Innovation: Reengineering Work Through Information Technology
-Harvard Business School Press

http://www.ebook3000.com/Process-Innovation--Reengineering-Work-Through-Information-Technology_23038.html
