
“SHOULD  WE  OR

SHOULDN ’T  WE?”

KEY

CONSIDERATIONS

IN  MAKING  THE

RIGHT  CHOICE  FOR

YOUR  BUSINESS

OUTSOURCING 
DUE DILIGENCE

CHECKLIST

For more information visit  -  www.avantcoreglobalsolutions.com



Outsourcing a business management
process to a team outside your
company is a huge undertaking. If done
properly, it can greatly improve the way
you do business and give you a more
competitive advantage. If it fails,
however, the damaging effects can be
catastrophic to your business.

With the time, money, and resources
you will invest, you need to ensure that
you get your money’s worth. Apart from
making certain that the winning vendor
has the right
credentials, expertise, experience, and
technologies for the project, you need
to ensure that you can have a healthy
working relationship with them.

IMPORTANT  QUESTIONS

TO  ASK  BEFORE  

CHOOSING  AN

BUSINESS  PROCESS

MANAGEMENT

COMPANY!

THE BASICS FIRST :
YOUR GOALS/OBJECTIVES FOR
OUTSOURCING?

BACKGROUND
In order to have a successful business
relationship, it is crucial that you and your
tech partner have aligned values and long-
term goals.

CULTURE COMPATIBILITY

Analyze your company culture and the
cultures of the teams that will be
interfacing with the outsourcing company.
Are they compatible? If not, are there easy
fixes to ensure long-term success?

Client list and references

Capabilities
After doing the initial research, it’s time to
conduct a more in-depth assessment of
each prospective provider. You need to
have an idea about their size and structure,
skills and technologies, and scalability so
you can determine if they have the
capabilities to complement your business
operations and achieve your goals.



3. DISASTER RECOVERY AND
BUSINESS CONTINUITY

One of the benefits of a call center
partner is that you can rely on them for
backup when something happens in your
home
office. But that's only true if your vendor
has a plan for business continuity if
something happens to one of their offices.

Does the vendor provide support from
multiple locations and are they far enough
apart         so that a natural disaster isn’t likely to
impact both (or multiple) locations
simultaneously? Will the call center agree to
locate a portion of your delivery staff in each of
the centers if you choose them? And can you
load balance the staff so that your maximum
exposure at one center only represents 50% of
your outsourced staff?

ARE THERE REDUNDANCIES IN
PLACE WITH REGARD TO CALL
CENTER LOCATIONS?

WHAT TYPE OF BACKUP IS THERE
FOR INTERNET, PHONE
AND COMPUTER EQUIPMENT?

IS THERE A DISASTER RECOVERY
PLAN, AND WHAT'S THE
TIMELINE? HOW IS TRAINING
HANDLED?

2. QUALITY AND COMPLIANCE

Whether or not the call center  can  meet 
service  level agreements or uphold
compliance requirements is critical to a
successful relationship. Here are some
questions you might ask to determine if
this is the case.

Make sure the call center has a quality
assurance department and find out what
their quality assessment process is. Who
does the grading? How qualified are the
analysts to grade the calls?

What are the grading criteria they employ?
Can you customize the QA process to fit
your program? 

And what sample size is drawn to
effectively grade each representatives
(make sure it’s a valid sample size).

HOW DOES THE CALL CENTER
VENDOR ENSURE QUALITY?

HOW IS STAFF MOTIVATED TO
PROVIDE QUALITY WORK?

WHAT TYPES OF SCREENINGS ARE
CONDUCTED?

WHAT EFFORTS ARE MADE TO
ENSURE ONGOING COMPLIANCE?

WHAT COMPLIANCE
CERTIFICATIONS DOES THE CALL
CENTER HOLD?



5. TECHNOLOGY

The technology a call center uses is
important. Make sure you understand
what the technology backbone, and ACD
is, that’s employed by the call center.
Make sure you know the features and
functions of the solution(s), particularly
those applicable to your program needs.
Plus, you'll definitely want to ensure that
the call center is capable of integrating
with your own systems if you'll be running
parallel or related processes in-house.

Ask for a list of programs and systems the
call center uses to get an idea of how it
manages workflow, data and calls. Ensure
that any systems are compliant with
industry regulations that are important to
your company. You may also want to ask
about the types of phone lines and other
equipment the call center uses to ensure
it's invested in high-quality resources.

WHAT SYSTEMS DOES THE CALL
CENTER CURRENTLY USE?

ARE INTEGRATIONS WITH YOUR
SYSTEMS POSSIBLE?

WHAT TYPE OF SECURITY DOES
THE CALL CENTER USE?

DIALER, INTERNET & TELEPHONY
SYSTEMS?

CALL RECORDINGS AND LIVE
MONITORING?

4. CALL CENTER SERVICE

If the call center doesn't provide the type
of service you're looking for, it's obviously
not the right choice. But many companies
forget or don't realize that not all call
centers are the same. These questions
about service should be some of the first
you ask.

Review the call center vendor's brochure
and website copy to learn about its
services, and then ask questions to get a
more specific overview of what the vendor
provides.

WHAT SERVICES ARE PROVIDED?

WHAT LANGUAGES CAN BE
SUPPORTED?

WHAT ARE THE FEES, WHAT’S
INCLUDED WHEN YOU BILL?

PRICING OPTIONS?

SET UP FEE IF ANY?

CONTRACT TERMS AND PERIOD?



6. MANAGEMENT

Finally, make sure you understand how the
teams who will work on your call will be
run.

Who is responsible for the daily operations
within the call center? In some cases, your
managers and supervisors take on some
responsibility, working jointly with
supervisors in the call center to manage
workflow. In other cases, all responsibility
is handled   by   the   outsource   team, 
which   reports to a manager directly or an
executive in your company. Find out how
reporting and communication will be
handled and how   often   you   should 
expect contacts to meet face-to-face, via
video conference or on the phone.

HOW ARE DAILY OPERATIONS
WITHIN THE CALL CENTER
HANDLED?

WHO WILL BE MANAGING MY
PROGRAM AND WHAT ARE THEIR
QUALIFICATIONS?

HOW WILL COMMUNICATION BE
HANDLED BETWEEN YOUR
COMPANY AND THE CALL CENTER?

PDOES THE CALL CENTER USE
WORKFORCE MANAGEMENT
SYSTEMS?

ESCALATION MATRIX?

7. TALENT POOL AND TRAINING

It's critical to find out everything you can
about who will be manning the phones, as
these people will be the voice of your brand.
Ask these questions about how the call
center hires and trains their staff.

What sources are used to find candidates?
What experience and education do they
require of their candidates? What’s their
average age? Are they capable of scaling up
on short notice, does the labor pool(s) they
draw from offer that elasticity? Find out if
the call center has a comprehensive staffing
plan because their ability to scale up
quickly, especially during busy seasons,
makes a huge impact on their ability to
service your customers effectively.

WHERE DOES THE CALL CENTER
SOURCE EMPLOYEES FROM?

WHO MAKES THE FINAL
HIRING DECISION?

WHAT TYPES OF SCREENINGS ARE
CONDUCTED?

HOW IS TRAINING HANDLED?



"CALL  CENTER  SOLUTIONS  

THAT  ARE  SIMPLE  BUT  SIGNIFICANT"

COMPREHENSIVE
BUSINESS

OUTSOURCING
CHECKLIST

CONTACT US
info@avantcore.in

Skype: Avatcore global Solutions

CONCLUSION

This list of questions will help
you develop a comprehensive
understanding of a call center
vendor and whether it’s a
match for your company. But
don't hesitate to add to it or
ask questions that come up
during the vetting process.
Ultimately, you want to be
comfortable that the vendor
and its staff are going to treat
your customers as their own
and provide high-quality,
compliant, timely services
every day.


