Managing Business Process Outsourcing

Apr 2026 Examination

Q1. Echelon Fabrication Systems, a multinational manufacturer has recently centralised its process portfolio and outsourced several non-core processes to multiple vendors across regions. After initial cost gains, the company faces increasing process duplication, poor visibility, and vendors prioritising other clients. Internal teams resist coordinated governance; the BPPM office lacks authority. The CEO appoints an executive sponsor to restore efficiency, drive portfolio prioritisation, and create a coherent process management community while protecting service levels and customer promises.

Using the Transformational Leadership model, outline the specific leadership actions the executive sponsor should take to align the client organisation and multiple vendors, accelerate BPPM adoption, and reduce process duplication. Specify how each element of the model (idealised influence, inspirational motivation, intellectual stimulation, individualised consideration) maps to measurable BPM interventions and KPIs?  
Ans 1.
Introduction
Echelon Fabrication Systems’ outsourcing initiative initially delivered visible cost savings, yet the absence of coordinated leadership and unified governance has created fragmentation across its global process portfolio. Process duplication, declining vendor commitment, weak visibility, and resistance from internal teams indicate deeper organizational alignment challenges. The appointment of an executive sponsor presents a critical opportunity to restore coherence, rebuild accountability, and accelerate Business Process Portfolio Management 
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Q2. Pragati Bank, a retail bank, which is experiencing frequent process failures and lack of end-to-end visibility is now planning a BPM initiative. Legacy core banking systems resist plug-and-play integration; the IT team recommends a rapid deployment of a commercial BPM suite with limited connectors, while enterprise architecture proposes a phased bespoke integration to avoid silos. Business leaders want faster gains to cut bottlenecks and reduce customer complaints, but CFO demands cost discipline. Process owners are split between quick wins and long-term robustness.

Evaluate the competing options for the organisation: deploy an out-of-the-box BPM suite quickly to gain visibility, or invest in bespoke integration to preserve legacy systems. Critically weigh costs, speed, integration risk, and long-term process maturity, and justify a prioritized roadmap with governance, metrics and mitigation measures (10 marks).  (10 Marks)
Ans 2.
Introduction
Pragati Bank is facing operational stress caused by fragmented processes, limited end-to-end visibility, and frequent service failures that directly affect customer satisfaction. Leadership has therefore decided to launch a Business Process Management initiative to stabilize operations and improve transparency. However, the bank’s technology landscape complicates this ambition. Legacy core banking platforms resist easy integration, while different stakeholders promote competing implementation strategies. The IT team prefers rapid deployment of a commercial BPM suite to achieve quick visibility, whereas enterprise architects 
Q3 (A). BluePeak Services, a growing BPO provider intends to expand its client base and take on additional processes from existing clients. Management seeks a balanced process portfolio approach to avoid concentration risk, enable parallel projects at different maturity levels, and deliver consistent quality. Current challenges include variability in client expectations, occasional service failures, and inefficient allocation of labour and technology across projects. The company wants a repeatable model to onboard processes quickly, maintain SLAs, and capture cross-client efficiencies.

Propose a Process-Portfolio Management Model for the Company that enables profitable scaling across multiple clients while ensuring quality, resource optimisation, and client-specific customisation. Include a resource-allocation matrix, quality-governance mechanisms, onboarding checklist, and continuous improvement loop.  Word Limit: 500 Words (5 Marks)

Ans 3a.
Introduction 
BluePeak Services is entering a critical growth phase where scaling operations must be balanced with quality assurance and cost control. Expanding the client base without a structured process portfolio approach can increase concentration risk, strain shared resources, and reduce service reliability. To achieve profitable expansion, the company requires a repeatable management model that supports parallel delivery of processes at different maturity stages. A well-designed Process-Portfolio Management Model helps BluePeak align resources, standardize onboarding, maintain service-level commitments, and create 
Q3 (B). Luminex Capital, a financial services group plans to adopt Business Process Portfolio Management (BPPM) to optimize its outsourcing footprint. Leadership expects BPPM to identify which processes to insource, outsource, or transform, and to align investments with strategic goals. Current challenges include unclear process hierarchies, inconsistent maturity across business units, and limited visibility into process costs and benefits.

Create a phased BPPM implementation roadmap that aligns with the organisation’s strategic objectives and capability sourcing decisions, specifying phase deliverables, resource requirements, prioritisation criteria, stakeholder engagement plan, timelines, and KPIs to measure value realisation and risk reduction?

Word Limit: 500 Words (5 Marks)

Ans 3b.
Introduction 
Luminex Capital’s decision to adopt Business Process Portfolio Management reflects the growing need for strategic control over outsourcing investments. Without clear process visibility and maturity alignment, sourcing decisions often become fragmented and reactive. A phased BPPM implementation roadmap provides structure for evaluating process ownership, optimizing outsourcing strategies, and aligning operational investments with long-term business goals. By sequencing activities and defining performance indicators, the organization 











