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Service quality measures how well a company meets consumer expectations in terms of the services it provides.  On the other hand, Business Process Outsourcing (BPO) happens when a company outsources entire business functions to be handled by another company. Business Process Outsourcing begins when a company determines it can gain a benefit from outsourcing a business function, such as marketing, accounting, or supply chain management, to an external company. The aim of this report is to analyze the BPO service quality and how it is managed and maintained for the outsourcing services of Quantanite Bangladesh Limited so that customers are satisfied with its services.   

The report has been carefully prepared using the knowledge from the internship experience at Quantanite Bangladesh Limited and from various journals, newsletters, and other publications on service quality. The construction of the report includes an introduction and purpose of the report, an overview of the outsourcing industry and an overview of the company, existing government policies of the sector, and advantages and disadvantages of the sector. 

Based on the working experience, the level of service quality at Quantanite Bangladesh Limited was judged. Accordingly, a framework has been developed that contains 5 variables including customer expectations, disruptions, HR policies, competition, and compliance. Again disruptions contain three sub-variables including natural, technological, and innovation.
Finally, proposals for improving the industry are provided based on information gleaned through working on Quantanite Bangladesh Limited.
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[bookmark: _Toc139454172]Introduction
The expansion and growth of our IT sector in Bangladesh has led to an increase in outsourcing. In addition, it is currently flourishing with government assistance. The government regards this industry as another RMG industry that has a high potential for producing remittances from abroad. Bangladesh's economy has benefited greatly from outsourcing, and it will continue to do so as long as everything is done in a systematic manner and the government's plans are carried out properly. 
Overall, outsourcing has become a significant component of our economy, and as the global outsourcing industry expands daily, so will ours, with more and more individuals benefiting from it. This is the way to help our nation's citizens find greater employment and advance its goals.

[bookmark: _Toc139454173]Objective of the Report
The aim of this report is to analyze the BPO service quality and how it is managed and maintained for the outsourcing services of Quantanite Bangladesh Limited so that customers are satisfied with its services.
More specifically, this report meets the following objectives:
· An analysis of the BPO services quality
· Development of a framework for BPO service quality
· Provide some recommendations 
· Fulfilling the requirement of the degree completion 

[bookmark: _Toc139454174]Significance of the study
The main goal of this proposal is to comprehend how Bangladesh's BPO (Business Process Outsourcing) business has developed through time and how it is continuing to expand. The BPO sector has come a long way since it originally began in Bangladesh, but it is currently expanding rapidly. Finding the primary cause of Bangladesh's outsourcing market's success and comparing how it has affected the country's economy are the main goals of this study. 
At first, the BPO industry was extremely modest, but it is now expanding at an astounding rate. The BPO industry today contributes significantly to our economy and is expanding quickly. The report's challenge is to identify the sector-specific factors driving this industry's growth. The BPO sector is currently one of Bangladesh's fastest-growing industries, and one of the study's difficulties is how it has affected our nation's economy. Finally, a detailed explanation for the sector's current growth is provided.

[bookmark: _Toc139454175]Limitations of the Report
This report would be rather lengthy, so in order to get the most out of it, I focused my attention on one of the many essential topics that were offered. It was difficult and time-consuming at times to conduct the study, analyze and assess the findings, and prepare the report.



[bookmark: _Toc132485516]





[bookmark: _Toc139454176]CHAPTER 2
[bookmark: _Toc139454177]Organizational Overview and Literature review


















[bookmark: _Toc139454178]Organizational Overview

Quantanite creates teams for internet businesses that are based primarily in Europe. The experts at Quantanite assist clients with tasks like lead generation, online marketing, content moderation, back-end operations, and data processing. Teams created by Quantanite are devoted and honest with their clients. Many of the tasks that clients outsource to Quantanite allow them concentrate on innovation and the areas that are essential to their competitive advantage.

From all over the world, including Finland, Sweden, Denmark, Holland, the United Kingdom, Australia, the United States, Lithuania, France, Canada, and Germany, Quantanite has had clientele.
History

• Finland-based Quantanite, a company with its primary headquarters in Dhaka, Bangladesh, was established in March 2014.
• Quantanite Bangladesh Limited was established in March 2015 to assist the expanding business in Dhaka.
• Quantanite hired its first employee in London, located in Europe, in August 2015 to start establishing its global sales team.
• Quantanite moved into its first commercial office space in Mirpur in February 2017.
• Quantanite had 220 employees as of July 2017.
About 1350 people worked for Quantanite as of December 2022.

[bookmark: _Toc132485513]
[bookmark: _Toc139454179]Company Goals

Instead of a mission or vision statement, Quantanite has two distinct objectives:

1. To become the outsourced brand of choice for high-growth businesses in Europe.

2. To become a top employer for Bangladeshi young professionals.
[bookmark: _Toc132485514]


[bookmark: _Toc139454180]Company Culture and Values
We are seen as a "friendly environment" organization where we take responsibility for our own development and excel in professionalism by providing values for all of the stakeholders. 

[bookmark: _Toc139454181]Employees' guiding principles
The office is a place for the staff to develop professionally and use their free time to learn new things that will help us grow. The staff members are encouraged to experiment or fail while experimenting in order to learn and improve their professionalism. The staff members are also encouraged to understand the context of delivery and how it is creating values for the clients and Quantanite.

[bookmark: _Toc139454182]Company Organization and Management
The current company organization as of 1 January 2019 is depicted in the following diagram:

[image: ]



Chairman and CEO Mikko Tamminen is in charge of the management team, corporate strategy, finances, accounting, business growth, and legal matters.
Vice President and Chief Operating Officer Bimal Dey is in charge of all operations staff, planning for business expansion, strategic client management, and process management at the Dhaka offices.
Managing Director Dan Vanrenen is in charge of sales, marketing, developing strategic client connections, and overseeing the London office.
CTO William Kim is in charge of spearheading the efforts to enable and integrate technology into our services.
Director of Marketing Solutions Zafrul Islam is in charge of managing lead generating clients and lead generation teams. providing assistance with the everyday activities of the Dhaka office, human resources, and legal issues.
The director of data processing solutions, Ekramul Haque, is in charge of developing new client communications, training new data processing teams, and enhancing delivery procedures.
Maesha Hasnat, Manager, Data Processing, is in charge of client communications, quality control, and the delivery of data processing client teams.
Imratul Jannat, Manager, Data Processing, is in charge of quality control, client communications, and data processing client teams.
Aulia Rehnuma, Manager, Data Processing, is in charge of quality control, client relations, and the delivery of data processing client teams.
Mehfujul Wadood, Manager, Data Processing, is in charge of quality control, client relations, and the delivery of data processing client teams.
Kabir Alomgir, Manager, Data Processing, is in charge of quality control, client communications, and the delivery of data processing client teams.
Manager of data processing, Arman Ahmed, is in charge of client communications, data processing client teams, and quality control.
Farhan Ferdous, Manager, Lead Services, is in charge of client communications, lead generating client teams, and quality control.
Manager of lead services Shafayet Amin is in charge of client communications, lead generation client teams, and quality control.
Samith Zaman, Manager, Lead Services, is in charge of client communications, lead generating client teams, and quality control.
Asif Shuvro, Manager of Finance, is in charge of Taskeater Bangladesh Limited's financial and administrative operations as well as overseeing the financial and accounting operations of European business entities.
Abdullah Bin Latif, manager of IT, is in charge of comprehensive IT support and infrastructure.
Nahid Rahman, an HR executive, is in charge of compliance with HR regulations as well as employee happiness.
Sanjida Afroj, an HR executive, is in charge of hiring new employees.
Saif Dewan, an HR executive, is in charge of managing employee leave, attendance, salaries, and overtime hours. He also administers personnel data.

[bookmark: _Toc132485515][bookmark: _Toc139454183]Services Offered
● Lead Generation
● Content Moderation
● Order Processing
● Data-entry
● Tagging and Categorization
● Transcription
● Online Data Collection
● Security Camera Surveillance & Call Centre auditing etc.

[bookmark: _Toc139454184]Review of Related Literature

Business process outsourcing, or BPO, refers to the practice of outsourcing non-core business operations to outside service providers. Businesses may focus on their core skills while reducing expenses and increasing efficiency with BPO. Back-office and front-office BPO fall into two groups. Back-office BPO entails outsourcing responsibilities for IT, payroll, human resources, and accounting. Customer service, sales, marketing, and technical support are just a few of the tasks that front-office BPO involves outsourcing. 

Business process outsourcing (BPO) is a method of conducting business in which a company hires an outside service provider to carry out a crucial duty or activity.

After identifying a procedure that, while important for its operations, is not part of its core value proposition, an organization often contracts with another company for these services. Strong business process management and a thorough understanding of organizational processes are necessary for this level.
Payroll and accounting are two examples of procedures that are frequently considered to be ideal candidates for BPO by many firms.

Enterprise executives frequently decide there is little value in having their own people do these commodity operations because they typically do not distinguish one firm from another. Companies estimate that outsourcing these procedures to an expert source could result in better outcomes.

BPO's origins are in the manufacturing sector. After deciding that outside vendors could provide more expertise, speed, and cost efficiencies to certain processes than an internal staff could, manufacturers recruited them to manage several aspects of their supply chains. Organizations in other sectors eventually started using it.

Today, a variety of jobs are being outsourced to service providers in the United States, other countries in North America, and even government organizations due to the growth in the use of BPO.

[bookmark: _Toc139454185]Types of BPOs based on location
In today's dynamic, fiercely competitive business environment, many businesses—from small startups to established corporations—choose to outsource certain activities.
The location of the service provider can also be used to categorize BPO into offshore, nearshore, and onshore categories. Outsourcing to a provider on a foreign continent or region is referred to as offshore BPO. Outsourcing to a provider in a neighboring or close-by nation is referred to as nearshore BPO. Onshore BPO refers to outsourcing to a provider in the same country or region.

In general, businesses use BPO techniques for their front-office and back-office activities. Back office BPO describes a business outsourcing its essential business support functions to outside experts who make sure the operation works successfully. These functions include accounting, payment processing, IT services, human resources, regulatory compliance, and quality assurance.

Contrarily, front office BPO duties frequently involve client-facing functions like tech support, sales, and marketing.)

Businesses use business process outsourcing primarily for the front-office and back-office portions of their operations.
The term "back-office functions," sometimes known as "internal business functions," refers to support activities like accounting, IT services, HR, quality assurance, and payment processing. Customer relationship management, marketing, and sales are a few examples of front-office activities and business operations that relate to or serve current and potential consumers.
Some businesses hire just one vendor to handle an entire function, like the HR division. Some businesses only outsource particular tasks within a functional area, such as payroll processing, and handle all other HR tasks in-house.

[bookmark: _Toc139454186]Other Types of BPOs

The following three categories are frequently used to categorize business process outsourcing according on the services offered:

[bookmark: _Toc139454187]Knowledge process outsourcing (KPO): 
Knowledge process outsourcing (KPO) is the practice of hiring an external service provider not only to carry out a specific business function or process but also to give knowledge in that area.

[bookmark: _Toc139454188]Legal process outsourcing (LPO): 
A sort of KPO devoted specifically to providing legal services is legal process outsourcing (LPO), which includes everything from preparing legal documents and conducting legal research to providing advice.

[bookmark: _Toc139454189]Research process outsourcing (RPO): 
Research and analysis tasks are covered by research process outsourcing (RPO), a type of KPO. Biotech companies, investment firms, and marketing agency are a few examples of the businesses that use RPO.

[bookmark: _Toc139454190]Technology and BPO services
The rise of new technologies like robotic process automation, artificial intelligence, and machine learning has an impact on BPO as well. With the use of these technologies, BPO providers can now give more value-added services and solutions that can boost productivity, excellence, and creativity. A value-driven approach to BPO is replacing a cost-driven one where providers are paid according to the results and advantages they produce.
Artificial intelligence (AI) and robotic process automation (RPA) can handle some of the business tasks that are currently often outsourced, and these technologies can frequently carry out such functions at cheaper costs and faster speeds.
To facilitate a seamless transfer of work to the outsourced provider, the business might also need to make an investment in new technology. The scope of the function being outsourced and the maturity of the technology infrastructure in place at both businesses determine the extent and expense of that technology. 

[bookmark: _Toc139454191]Services Outsourced
· Processes that are frequently outsourced include the following:
· Payroll and accounting, 
· Management, customer service, 
· Information technology management and services, 
· Manufacturing, marketing, 
· Sales, and 
· Shipping and logistics
Eight out of ten small firms in the United States aim to outsource business functions, according to research conducted in 2021 by the business-to-business firm Clutch on 500 small business managers and owners. Here's how it breaks down:
In addition to hiring outside contractors for 
· IT services, 27% 
· 23% of companies also want to hire them for financial and accounting work, 
· 21%  for legal work, 
· 20 %for digital marketing, and 
· 10% for HR.

[bookmark: _Toc139454192]Advantages of BPO services
BPO (business process outsourcing) is the practice of contracting out non-core business functions to external providers. BPO can help organizations achieve various benefits, such as:

Financial advantages: BPO providers can frequently complete a corporate function for less money or help the organization save cash in other ways, including tax deductions.

Increased adaptability: BPO contracts may give firms the option to change how an outsourced business process is carried out, allowing them to respond more quickly to shifting market conditions.
A greater competitive edge: An organization can concentrate more of its resources thanks to BPO on activities that set it apart from competitors.

A higher level of performance and quality: BPO providers are in agood position to accomplish the work with increased accuracy, efficiency, and speed because business processes are their primary focus.Access to innovations in the business process.
Increased coverage: By working with a BPO provider with round-the-clock capabilities and multiple geographic locations, organizations who want 24/7 call center operations may frequently quickly acquire such capability, enabling a follow-the-sun business model.

Cost reduction: BPO can reduce an organization's operational costs by taking use of economies of scale, lower labor costs, and increased service provider efficiency. For instance, a business can outsource its customer service department to a BPO provider with a huge pool of skilled employees, cutting-edge technology, and standardized procedures, which lowers costs and boosts customer service quality.

Excellent Employment Opportunity: In most nations, the BPO industry is one of the top employers. In several Asian nations, it is actually ranked second in terms of the quantity of jobs created. One of the main reasons young people choose to work in BPO is the competitive pay offered to employees, which is among the finest in the industry. Many smart young people have found employment in the BPO sector, which has also significantly increased the GDP of several tiny nations.

Improving operational efficiency: BPO providers can leverage their expertise, technology, and best practices to deliver high-quality services faster and more accurately than in-house teams. This can help reduce errors, rework, and delays, and increase customer satisfaction and retention.

Focus on core competencies: Instead of investing time and resources in non-essential operations, BPO can free up an organization's own resources to concentrate on its core capabilities and strategic goals. For instance, a business can delegate its accounting function to a BPO company with experience in accounting standards, laws, and best practices, freeing it up to focus on its core goods and services.

Access to expertise and technology: BPO can give business access to specialist knowledge, technology, and skills that might not be available or cost-effectively priced internally. This could improve the functions that are outsourced in terms of quality and innovation. In order to get insights and solutions that may not be attainable with in-house capabilities, a company can outsource its data analysis function to a BPO provider that offers cutting-edge tools, methodologies, and algorithms.
Flexibility and scalability: By offering flexibility and scalability in the delivery of the outsourced operations, business process outsourcing (BPO) can help an organization respond to shifting market conditions and client needs. In-house operations' risks and uncertainties may be lessened as a result. For instance, a business can 
outsource its marketing operations to a BPO provider who can modify the scope, scale, and pace of marketing campaigns in response to consumer input and market trends, improving marketing performance and results.

Excellent Source of Customer Feedback: Since the majority of BPO personnel interact directly with clients, they can get first-hand feedback on goods and services. The organization can then use this insightful criticism to enhance the services it offers.

Deloitte discovered that businesses want the following advantages from outsourcing in its 2021 report:
· Standardization and process efficiency were mentioned by 88% of the respondents, 
· Cost reductions (84%), 
· Generating business value (73%), 
· Accelerating the digital agenda (61%), 
· Creating capabilities (59%), and 
· Overall corporate strategy and plans (36%)

[bookmark: _Toc139454193]Disadvantages of BPO services 
BPO has a lot of benefits, but there are drawbacks as well. It's possible for a company that outsources its business processes to experience data breaches or communication problems that cause project completion to be delayed, and such companies can misjudge the operating expenses of BPO providers.
If customers believe that outsourcing is of poorer quality or that it replaces domestic jobs, this could be another drawback. A few BPO disadvantages are as follows:

Breach of security: As enterprises frequently need to exchange sensitive and regulated data with their service providers, the technology connection between the hiring company and the BPO provider presents another point of entry for criminal actors.

Conditions for regulatory compliance: The regulatory requirements of an organization apply to its outsourced work as well, therefore it must make sure that the vendors it hires comply with the laws the business must abide by and the regulations that apply to its outsourced work.

Higher or unforeseen costs: The amount of work that has to be done can sometimes be underestimated by organizations, which can result in higher expenditures than expected.

Difficulties in relationships: Organizations may experience communication issues with their contracted service providers or discover that there are cultural differences.

An excessive reliance on outside providers: When a company outsources a task or service, it is bound to the partner that completes the work. To make sure that important goals are achieved at the agreed-upon cost, the business must manage that connection. If not, it could be challenging for the company to relocate the contract to another outsourced supplier or even bring the operation back in-house.

A greater chance of interruption: A business needs to keep an eye out for problems that could sever or otherwise disrupt its relationship with an outsourced supplier. These include issues with the outsourced provider's finances or employees, unrest in the world's politics, natural calamities, or adjustments in the economy. Businesses must take these risks into account and develop coping mechanisms, which increases the complexity of their business continuity and disaster recovery plans.

[bookmark: _Toc139454194]Market statistics of BPO services
The market for global business process outsourcing is expected to expand over the next ten years, according to research firms. For instance, Grand View Research anticipated that the worldwide BPO industry will reach $525.2 billion in 2030 at a compound annual growth rate (CAGR) of 9.1% from 2022 to 2021 of $245.9 billion.

Similar growth is predicted in the analysis of the "Global Business Process Outsourcing (BPO) Market, By Regions, 2022 to 2029" research by Data Bridge Market Research, which projects that the BPO market will grow at a CAGR of 7.9% from 2022 to 2029 and reach $422.6 billion in that year. It identified business demands for increased efficiency and agility as the main drivers of such expansion.

[bookmark: _Toc139454195]Shared services and outsourcing models
Successful providers are using both shared services and outsourcing models, according to Deloitte's "2021 Global Shared Services and Outsourcing Survey Report," and they are incorporating continuous improvement and innovation into their workforce strategies. The survey also revealed that providers consider RPA to be one of their top transformational enablers.

If an established business discovers that a third-party service provider might handle the activity more effectively or more affordably than it could, it may decide to outsource it. Enterprise leaders are advised by management gurus to identify tasks that can be outsourced and then assess if doing so makes sense.
Enterprise executives often begin this process by deciding which individual tasks or business procedures to outsource in order to save costs, increase flexibility, boost performance, and reallocate resources to their core business competencies.
The next question for business owners is whether one vendor should handle all of the outsourcing work or if hiring different providers for diverse jobs will yield the greatest results. For instance, a business might opt to outsource the majority of its HR duties and then either engage one supplier to handle all the outsourced tasks or contract with two different providers, one for payroll and the other for benefits administration.

These factors ought to result in a list of specifications and a thorough scope of work for outsourcing. These are used by organizations to create a request for proposals (RFP) that they then share with suppliers to see whether they can meet the specifications, at what cost, and with what value-adds.
[bookmark: _Toc139454196]Agreements in BPO services
An company must choose the type of contract after choosing the provider or providers it intends to hire. These agreements typically fall into one of the following groups:

•	Fixed-price contracts, which establish an upfront price for the defined job,; or
•	Time and materials contracts, in which the firm pays the supplier for the time spent and the materials utilized.

Organizations must also create a service-level agreement with their providers that outlines the caliber of the services offered and the metrics for success.

Depending on their requirements and the nature of the outsourced work, some organizations also discuss with providers whether to have the following: 
•	Specific employees on teams that are solely responsible for the outsourced work; 
•	Employees located only onshore or, alternatively, globally distributed;
•	Employees available 24/7 or only during specific hours.

[bookmark: _Toc139454197]Growth of BPO Service Sector
 The BPO industry has shown a lot of promise, growing from a $7 billion sector in 2006 to one that is now predicted to be worth nearly $120 billion. What therefore, is it about this industry that is so exciting that it has drawn in so many businesses and produced this kind of growth?

Despite the difficulties facing the BPO sector, one of the key factors contributing to its success is the accessibility of a big pool of excellent English speakers at extremely low prices. Due to this, nations like India are now highly sought-after locations for business process outsourcing. India and Bangladesh is a preferred place for outsourcing because of its educated workforce, the majority of whom are young adults, as well as its advantageous geographic location and time zone. Today, the majority of businesses with headquarters in the US and the UK outsource their needs to service providers in India.

[bookmark: _Toc139454198]Growth of BPO services in Bangladesh
The BPO industry has experienced rapid development in recent years, averaging 24 percent yearly growth, and there are hints of further growth. The industry only generated $4 million in revenue when it was first introduced back in 2008, and companies had to obtain licenses from the telecom regulator. As a result, they quickly shut down. However, as time went on, the telecom regulations brought in significant changes to their rules, and as a result, earnings have increased by 17 times since (Daily Star, 2017). 

The BPO sector has had significant growth over the years because of all of its benefits, and predictions indicate that this growth will continue in the near future as well. The BPO sector currently generates the second-highest number of jobs, and by 2020, it's predicted that the global BPO market will reach an astounding $400 billion!

Global organizations are now in a position to dramatically improve their offers thanks to in-depth data analytics, as long as backend activities are handled by qualified outsourcing service providers. Because of this, choosing BPO services will grow in popularity among small and medium-sized organizations in the upcoming years.

Dutytaker, Genex Infosys LTD, ASL BPO, ServicEngineBPO, Digicon Technologies LTD, Fifotech, Quintos Business Solutions, Aamra Outsourcing, Syntech Solutions LTD, BCS, MyOutsourcing LTD, Quantanite are few of the well-known BPO operators of Bangladesh (Duty Taker, 2019). Now that internationally competitive firms have arrived in Bangladesh, they are assisting this industry in securing more outsourcing contracts from abroad. To realize the country's dream, they will contribute to the expansion of the BPO industry. By 2021, the Bangladeshi government intends to employ 200,000 thousand people through the BPO industry, which currently employs 40,000 people. 2018's Daily Star. 

Production cost economics is one of the primary drivers of Bangladesh's BPO sector growth. Bangladesh's key competitive advantages for becoming a new BPO hub include its population, labor costs, IT capabilities, and English proficiency. Compared to other BPO nations like the Philippines ($20) and India ($15), labor costs in the U.S. are about $8 per hour.
Internationally recognized companies like Coca-Cola and Samsung utilize the services of Bangladeshi BPOs, as do hospitals, consumer goods companies, call centers for mobile operators, and the healthcare sector. Currently, local BPOs are on the verge of providing banking services as well (Daily Star, 2017).;Bangladesh presently holds a 180-million-dollar market share, and if Bangladesh takes advantage of this fantastic opportunity, this industry might rank second in terms of foreign exchange earnings. More than 110 million of Bangladesh's citizens are young, and they can contribute significantly to the growth of this industry, which is another huge positive. Bangladesh currently has the 44th-largest market-based economy in the world and the second-fastest expanding one. 

The developed nations have taken notice of the country's rapid development and are now planning to outsource the production of their IT and ITES goods by hiring thousands of independent contractors through various platforms including Upwork, Freelancers, Fiverr, and Belancer. By 2021, Bangladesh hopes to generate $5 billion in outsourcing revenue. 

Bangladesh must examine the issues facing this industry if it is to advance in the future; only by resolving these issues will Bangladesh be able to realize its long-term objectives. ICT has been incorporated by the Bangladeshi government in its seventh five-year plan, and success in this industry depends on implementing plans and monitoring progress. Every IT department is engaged in a variety of activities, such as e-commerce, e-governance, computer networking, Internet use, web browsing, web applications, and the creation of multimedia products. To attain the national goal, more focus is now needed on winning the global BPO market share and making sure everything is in the right alignment.)

[bookmark: _Toc139454199]Successful BPO service Operation
Business process outsourcing (BPO) is a strategy that allows companies to delegate some of their non-core functions to external service providers, such as accounting, customer service, or human resources. BPO can help companies reduce costs, improve efficiency, and access specialized skills and technologies. However, BPO also requires careful planning and management to ensure its success.
 
Here are some of the key factors that contribute to a successful BPO project:
- Define the scope and objectives: Before outsourcing any process or function, companies should clearly identify what they want to achieve from the partnership, such as cost savings, quality improvement, or innovation. They should also specify the processes, functions, and activities that will be outsourced, the expected outcomes and benefits, and the roles and responsibilities of both parties. A clear scope and objectives will help align the expectations and interests of both parties, avoid scope creep and conflicts, and measure the progress and performance of the project.

- Communicate and engage stakeholders: BPO involves significant changes in the organization, culture, and operations of both the client and the vendor. Therefore, effective communication and engagement are essential for building trust, commitment, and collaboration among the stakeholders involved in the project. These include the client's management, employees, customers, and suppliers, as well as the vendor's management, staff, and partners. A communication and engagement plan should include regular updates, feedback mechanisms, training sessions, and recognition programs.

- Manage risks and issues: BPO also entails various risks and issues that may affect the quality, timeliness, or cost of the outsourced services. These include operational, financial, legal, regulatory, cultural, and technical risks and issues. A risk and issue management plan should include a risk assessment, a risk mitigation strategy, a contingency plan, and a monitoring and reporting system. The plan should also involve the participation and coordination of both the client and the vendor.

- Monitor and evaluate results: BPO is not a one-time transaction but an ongoing relationship that requires constant monitoring and evaluation. Companies should collect and analyze data on the performance, efficiency, and satisfaction of the outsourced services, as well as the impact on their business goals and objectives. They should also provide feedback and suggestions to their vendor partners to improve their service delivery. Moreover, they should review their contract terms and conditions periodically to ensure they are still relevant and beneficial.

[bookmark: _Toc132485517]- Leverage technology: Technology is one of the most important BPO success factors. It can help companies optimize their processes without having to invest in new infrastructure and personnel. It can also help them access professionals with extensive knowledge of processes their internal team may not be familiar with., technology can enable them to monitor and control their outsourced services remotely and securely . Therefore, companies should choose a vendor partner that uses the latest technologies to manage tasks and data.
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[bookmark: _Toc139454202]Resources for Framework
The first stage in finishing this study was choosing a focused, respectable topic, which I did after consulting with my internship supervisor. The next step was to collect the necessary primary and secondary data, which were then carefully chosen, assessed, and taken into account for the study. The majority of the information presented here was created while I was employed by the company, working with my clients and other team members.

Primary data for the study was acquired from a variety of websites, journals, and papers. Additionally, I have obtained a lot of the knowledge through actively working in Task eater under the supervision of my manager and working with my coworkers. In addition, I have spoken with some earlier scholars. The reference section at the conclusion of this report includes a list of all the material used here along with its source. Based on the working experience and literature reviews, several variables are identified by which a framework has been developed as given below.

[bookmark: _Toc139454203][bookmark: _Toc132485518]Framework for a quality BPO
Business process outsourcing (BPO) is a service that allows companies to delegate some of their non-core functions to external providers. BPO can help companies reduce costs, improve efficiency, and focus on their core competencies. However, BPO also faces many challenges and risks in the dynamic and competitive global market. Therefore, it is important to know the variables that make the BPO services successful. To this end, based on the experience and collected information from literature, 5 variables have been identified including customer expectations, disruptions, HR policies, competition, and compliance. Again disruptions contain three sub-variables including natural, technological, and innovation. The relationship among the variables is given in a figure on the next page.

[bookmark: _Toc139454204]Customer expectation and disruptions
One of the key factors that determines the success of BPO is customer satisfaction. Customers have high expectations of BPO companies in terms of quality, reliability, security, and innovation. BPO companies need to meet these expectations and deliver value-added services to their clients. However, meeting customer expectations is not an easy task, especially in the face of various disruptions that can affect the BPO industry. These disruptions can be classified into three categories: natural, technological, and innovative. Natural disruptions are events that are beyond human control, such as natural disasters, pandemics, political instability, and social unrest. These events can disrupt the normal operations of BPO companies and cause delays, errors, losses, or breaches. Technological disruptions are changes that are driven by the advancement of technology, such as automation, artificial intelligence, cloud computing, and blockchain. These changes can create new opportunities or threats for BPO companies, depending on their level of adaptation and innovation. Innovative disruptions are changes that are driven by the emergence of new business models, products, services, or competitors that challenge the existing market structure and customer preferences. These changes can create new demands or expectations for BPO companies, or make them obsolete or irrelevant.

[image: ]


Therefore, BPO companies need to be proactive and agile in responding to these disruptions and aligning their strategies and operations with customer expectations. They need to invest in risk management, business continuity planning, disaster recovery, and crisis management to ensure resilience and reliability in the face of natural disruptions. They need to adopt and leverage new technologies to enhance their efficiency, quality, security, and differentiation in the face of technological disruptions. They need to innovate and diversify their offerings to create value and delight their customers in the face of innovative disruptions. By doing so, BPO companies can not only survive but also thrive in the disruptive and competitive global market.

[bookmark: _Toc139454205]HR policies of a BPO company
The human resources (HR) policies of a business process outsourcing (BPO) company are designed to ensure the well-being, productivity and satisfaction of its employees. The HR policies cover various aspects of the employment relationship, such as recruitment, training, performance appraisal, compensation, benefits, leave, grievance handling, disciplinary action and termination. The HR policies also reflect the values and culture of the BPO company, such as diversity, inclusion, ethics and social responsibility. The HR policies are communicated to all employees through the employee handbook, orientation programs, intranet and regular updates. The HR policies are reviewed and revised periodically to align with the changing needs and expectations of the employees and the business environment.

[bookmark: _Toc139454206]Competition 
The competition of a BPO company in South Asia is fierce and challenging. South Asia is one of the largest hubs of BPO industries, with many prestigious and fast-growing companies operating in this region. Some of the notable BPO companies in South Asia are Open Access BPO, Wipro, SkyTech Solutions, Quantanite, and Green Feather Technologies. These companies offer a range of services, such as customer support, digital marketing, software development, accounting, and virtual assistance. They cater to various sectors, such as finance, retail, education, healthcare, and logistics. They also have a global presence and reputation, with clients from different countries and regions. To survive and thrive in this competitive market, a BPO company in South Asia needs to have a clear vision, a strong team, a high-quality service, and a loyal customer base. It also needs to adapt to the changing trends and demands of the industry, such as multilingualism, automation, and innovation.

[bookmark: _Toc139454207]Compliance
Compliance of a BPO company is the adherence to the policies, standards, and procedures set by the company itself, the industry, or the government. Compliance is essential for building a reputation and gaining trust in the BPO market, as well as for avoiding legal penalties and lawsuits. Compliance also helps streamline operations, improve communication, and enhance customer satisfaction. A BPO company should have a dedicated program to monitor, update, enforce, and track compliance policies across all business functions, such as marketing, accounting, human resources, customer service, and supply chain management. Depending on the type and location of the BPO company, it may need to comply with different regulations and standards, such as HIPAA, GDPR, SOC2, BS 7799, ISO 17799, etc. A BPO company should conduct regular compliance audits to ensure that it meets all the requirements and follows best practices in its field. 

[bookmark: _Toc139454208]SWOT Analysis for Quantanite Bangladesh Limited

A SWOT analysis is a strategic tool that helps to evaluate the strengths, weaknesses, opportunities and threats of a business or a project. Here is a possible SWOT analysis on Quantanite Bangladesh, based on the information available online.

[bookmark: _Toc139454209]Strengths:
Quantanite Bangladesh is a part of Quantanite, a global customer experience and digital outsourcing solutions provider for the world’s fastest-growing companies.
Quantanite Bangladesh has been established since 2014 and has served over 60 clients with over 1,400 employees. It has the capacity to scale up to 2,000 employees and provide agile, high-quality, 24/7 service and support.
Quantanite Bangladesh specializes in back-office services, content moderation and transcription services, data labelling and annotation, which are in high demand in the era of artificial intelligence, blockchain, internet of things and other 4IR technologies.
Quantanite Bangladesh benefits from the skills availability, cost savings, time zone benefits and cross border relationship building of Bangladesh as an outsourcing destination.

[bookmark: _Toc139454210]Weaknesses:
Quantanite Bangladesh faces competition from other outsourcing providers in Bangladesh and other countries that offer similar or lower prices and higher quality services.
Quantanite Bangladesh may face challenges in retaining and attracting talent, as well as ensuring employee satisfaction and well-being in a densely populated and industrialized city like Dhaka.
Quantanite Bangladesh may encounter operational risks such as power outages, internet disruptions, natural disasters, political instability or security threats that could affect its service delivery and reputation.
[bookmark: _Toc139454211]Opportunities:
Quantanite Bangladesh can leverage its expertise in data-focused outsourcing services to tap into new markets and sectors that need data-driven solutions and insights.
Quantanite Bangladesh can expand its service offerings to include customer experience management services and digital content services, as well as sales enablement and demand generation services through its sister brand Growthonics.
Quantanite Bangladesh can benefit from the government initiatives and support to develop resources and infrastructure in the field of 4IR technologies and foster a conducive environment for outsourcing industry growth.
[bookmark: _Toc139454212]Threats:
Quantanite Bangladesh may face regulatory changes or compliance issues that could affect its business operations or profitability.
Quantanite Bangladesh may lose its competitive edge or market share if it fails to innovate or adapt to the changing customer needs and expectations or technological advancements.
Quantanite Bangladesh may suffer from reputational damage or legal liabilities if it fails to protect the data privacy and security of its clients or employees or if it delivers poor quality or unethical services.

[bookmark: _Toc139454213]Recommendation
Although outsourcing has gone a long way, it hasn't yet realized its full potential, and there are still several areas where the industry might stand to benefit. Those are

Modernizing and enhancing internet speed are essential. A Daily Star story claims that despite it being 2019, we are still experiencing slow connections because of a bad transmission link. Dhaka, Chattogram, and Sylhet are rumored to have faster internet speeds than other cities, leaving residents outside of these cities with very poor connections and missing out on the opportunity.

We must make sure that the talents of our educated women are not lost by providing a safe working environment for them because a large portion of our educated female population is female and they are unable to work different shifts because their clients are located outside of the country.

The key goal should be to make outsourcing popular among young people, since this will draw in more of them and they will contribute significantly to the growth of this industry.
A hurdle to the expansion of this industry is a lack of skilled human resources, thus by providing more training opportunities and teaching them about it, we would have more skilled workers available to us.

[bookmark: _Toc139454214]Conclusion
In conclusion, the BPO industry is a dynamic and competitive sector that offers various opportunities and challenges for companies operating in it. The industry is expected to grow at a steady rate in the coming years, driven by factors such as globalization, digital transformation, cost efficiency, and customer satisfaction. A BPO company that wants to succeed in this environment needs to have a clear vision, a strong strategy, a flexible and scalable business model, a talented and motivated workforce, and a focus on innovation and quality. The company should also be aware of the potential risks and threats that may affect its performance, such as regulatory changes, cybersecurity issues, political instability, and environmental concerns. By conducting a comprehensive and systematic analysis of its internal and external environment, the company can identify its strengths and weaknesses, opportunities and threats, and formulate effective plans and actions to achieve its goals and objectives.
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