
OFFSHORE PROGRAM MANAGEMENT

Introduction

Our Services

MphasiS assists clients in setting up and operating centers of 
excellence for both IT and BPO development and delivery. 
As companies enter India to benefit from enhanced processes and 
cost arbitrage, the vision of an end state could include establishing 
"Captive", "Joint Venture” or “Build, Operate and Transfer (BOT)” 
models. 

These engagements help clients in reducing cost, time to market, 
capital and operating expenses as well as benefit from performance 
arbitrage. Businesses also avoid the risk of loss of competitive 
advantage and are able to focus on growth through innovation.

Offshore Program Management Services (OPMS) is a suite of services 
designed to help businesses rapidly set up and run offshore 
operations in India through expert consultancy, project execution, 
operation and support. Depending on a client’s specific 
requirements, we offer end-to-end project execution and modular  
services. They include:

The above services are flexible and can be tailored to client-specific 
requirements.

At MphasiS we have a rich understanding of people, processes and 
systems in the Indian environment. Our SEI CMMi Level 5, ISO 
9001:2000, Six Sigma and BS 7799 rated services support achieving 
business goals.

Assisting enterprises to establish an India presence 
quickly & efficiently

Offshore Program Management

Location/
selection of 
facilities, fit-out 
& support 
services

Communication 
& Telecom 
Network/ Data 
Center, Server & 
Desktops / 
Network 
Operating Center 

Provision of 
secure facilities 
with processing 
assets

Services in 
Legal, 
Accounting, 
Customs & 
Excise 

Subsidiary 
incorporation & 
post 
incorporation 
registration

Recruitment 
& Training 
Services

HR Policies & 
Procedures

Payroll

HR Systems 
Appraisals & 
Reward 
Program

Voice of 
Employee 
(VoE), 
Grievance 
Handling, 
Whistle 
Blower Policy 

Process Design 

Capacity 
Planning & 
Workforce 
Management

Business 
Activity 
Monitoring & 
Business 
Intelligence

Customer 
Statistics & 
Survey

Quality Process 
Consulting 
Services 

Business 
Process 
Re-engineering 
(BPR)

Quality 
Assurance

Continuity of 
Business (COB) 
Services

Program 
Management & 
Transition 
Management 
Services

Control & 
Compliance

Audit Services

Full Operations

Financial 
Reporting & 
Control System

Billing

Cost 
Management

Delivery 
Process 
Supports

 HR 
Processes 

Business
Excellence

Operating Platforms
& Products

Financial
Systems

Infrastructure

MpacT – Operating 
ERP for Remote Call 
Centers

Transport 
Management for BPO

Recruitment 
Platform for BPO

VPM – Virtual Process 
Manager for claims 
processing, tax 
returns etc

Provisioning Solution

Healthcare Payment 
Processing 



Business Models

Strategic Vendor Model

MphasiS Offshore Outsourcing Business 
Model
The central idea of the business models is to 

combine the maturity of the processes with the 

flexibility inherent to MphasiS to give our 

customers a whole new experience in the 

business of offshoring. Our business models, 

summarized below, are flexible and can be 

tailored to meet client's specific requirements.

! Provision of skilled resources and services in a 

short time frame 
! Staff augmentation
! Road map definition
! Administrative and infrastructure support
! Strategic development partner  approach

Assisted Build-out Model
! Assistance to build/set-up fully owned 

captive
! Advisory and execution services as per client 

needs
! Assistance in the following areas :  

Infrastructure Services
, HR Processes
, Delivery Process Support
, Business Excellence
, Financial Services
, Program & Transition Management

Joint Venture Model
! Ownership of the product, system, on a 

“Risk/Reward Sharing” mode
! Infrastructure, administration and product 

engineering support
! Optional transfer of center subsequent to 

achieving critical mass 

Operational Support Model
! Operation of center as per client's strategy 

and business objectives
! Delivery, administrative and infrastructure 

support
! Resources ramp up 
! Program management
! Optional transfer of center subsequent to 

achieving critical mass

Build-Operate-Transfer (BOT) Model
A typical BOT model provides quick access to 
vendor facilities, resources operations 
expertise, process expertise and delivery 
capabilities in a short time frame and low set-up 

costs, with an option to own the facility at some 
time in the future.
! Set-up of the facility and infrastructure, team 

ramp-up, and knowledge transfer 
! Manage the offshore center and delivery as 

per SLAs defined
! Ongoing administrative, infrastructure and 

other support services
! Optional transfer of the center subsequent to 

achieving critical mass or on a pre-agreed 

date

Our Advisory Services offering assists clients in 

Determining:

The outsourcing model to be adopted with 

timelines, potential risks, risk management 

plan, resource models and critical success 

factors

! Roadmap for applications/ processes to be 

offshored  in order of priority highlighting 

potential issues, concerns and strategy for 

the next steps and timeline using MphasiS' 

Outsource  Su i tab i l i ty  Eva luat ion  

Methodology (MOSEM), a proprietary 

methodology to study application/process 

portfolios
! Changes in processes and practices to be done 

before the application/portfolio is 

outsourced

! Management structure required to manage
     

the offshore program effectively and
     

efficiently.

The Offshore Outsourcing Strategy

Outsourcing Roadmap 

ProgramManagement Structure
  

Offshore Outsourcing Advisory
Services

Governance Model

Structure and tools for:
! Cont rac t  Management ,  F i nanc ia l ,  

Administration
! Transition 
! Performance Management
! Relationship Management
! Security and Continuity of Business
! Risk Management
! Escalation and Change Management

! Audit and Reporting

Transition and Delivery

Processes and tools to be followed

OFFSHORE PROGRAM MANAGEMENT
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BOT Model: MphasiS 4-Phase Approach

Our approach to creating your Offshore Development Center or BPO unit is based on providing such services 

to Global 500 companies.

* T – Transfer   T – Transfer*  A – Analysis  A – Analysis B – BuildB – Build  O – Operate O – Operate

Analyze applications/ 
Work processes, 
Project planning 

Transfer assets, 
resources & control, 
as an option

Build the facility, 
infrastructure & 
support systems

Manage the 
offshore 
organization

* Other options available are: build-transfer, build-operate and build-transfer-operate

Our services include:

Business Activity Monitoring and Delivery 

Infrastructure Upkeep and Enhancement 

Support Services 

Customer Relationship 

HR Training and Development 

Resource Optimization 

Quality Assurance 

Business Process Re-engineering 

IPR Protection 

Billing 

Audit 

Compliance 

Business Continuity and Disaster Recovery 

Corporate Social Responsibility 

Overall Program Management 

The build phase encompasses development of 

infrastructure and support facilities, process/workflow, 

resourcing and knowledge transfer. During this phase 

our services include:

 Identification of city, location & facility (building/ 

leasing/buy out)

 Build/ Set-up facility

 Set-up of infrastructure and support services

Creation of management and support structure and 

processes

Selection of core team 

Ascertaining skill sets required, Resource pool 

mapping

Recruitment and Training

Formulation of HR policies and processes, Developing 

compensation structure

 Analysis of transition specifications

 Review/design of processes and internal controls

 Quality Control 

  Capital Management

 Accounting, customs, excise, STPI, etc.

AA

OO

BB

TT

Our robust planning, professional project management 

procedures, highly experienced and PMI certified 

project managers help us deliver superior services in:

 Understanding and documenting customers 

requirements, priorities, studying applications/ work 

processes, procedures, etc.

 Developing  offshoring roadmap, project activities 

and schedule, governance model and transition plan 

in close coordination with our client

 Initiating people and resource planning

 Understanding and effecting the transitioning process

Upon maturity or attaining steady state of the 

offshore unit, we transfer the complete infrastructure, 

operations and subsidiary management to the client.

Analysis

Operate

Build

Transfer Option
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Copyright © MphasiS Corporation. All rights reserved. 

For more information please contact:  

UK : MphasiS, Southbank House, Black Prince Road, London SE1 7JS, UK
Tel.: +44 20 7463 0601  Fax: +44 20 7735 1555
MphasiS, Edinburgh House, 43-51 Windsor Road, Slough Sl1 2EE, UK
Tel.: +44 0 1753 217700  Fax: +44 0 1753 217701

USA : MphasiS, 460 Park Avenue South, Suite # 1101, New York, NY 10016, USA
Tel.: 212 686 6655  Fax: 212 686 2422

INDIA : MphasiS, The Millenia, Tower A & B, 1 & 2 Murphy Road, Ulsoor, Bangalore 560008, India
Tel.: +91 80 2556 7500 Fax: +91 80 2556 7515

New York  Memphis  Houston  Phoenix  Tijuana  San Mateo London  Bad Ems  Bangalore  Mangalore  Mumbai  Pune  Ahmedabad    Singapore  Shanghai  Tokyo  Sydney  | | | | | | | | | | | | | | | | | Noida  

IT SERVICES              BPO              SOLUTIONS
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Risk Reduction

Reduced Time to Market

Move Fixed to Variable Cost

Lower Capex

Cost and Performance
Arbitrage

Domain & Process Knowledge

Help reduce the risks involved due to 
unfamiliarity with local environment 
culture and regulations

Significantly reduced time to set-up and 
operate the center due to faster creation of 
infrastructure and provision of expert 
support services

Pay as you use
No fixed costs
Ramp up/down as per business models

Minimum capital expenditure on set-up of 
facility and support services

Quick realization of cost benefits
Faster achievement of performance 
arbitrage due to mature Process & Quality 
orientation

Quick availability of expert domain and 
process knowledge

66 Flexible Business Models

Strategic Vendor
Assisted Build Out
Joint Venture
Operational Support
Build Operate Transfer

99 Expert Resources

Expert Teams
Rich experience in all aspects of offshoring
and delivery

88 Global Delivery

Capability to deliver services around the 
globe

MphasiS Value Proposition
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Summary

MphasiS leverages its extensive experience in setting up Offshoring Centers for clients worldwide to provide you with 

convenient and customized alternatives and business models. Our network of offshore centers in India, China, USA 

and Mexico, which work in tandem with our project offices in the US, Europe, Asia and Japan help you reach your 

outsourcing destination more effectively and quickly.


