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Supporting transition to a new outsourcing contract ‘.

Whether you’ve outsourcing what was previously an in-house function for the first time or moving
to a new supplier, you want the transition process to be as smooth as possible, so that the new
contract is best placed to deliver value from day one. Our experienced team can help you manage
the process effectively.

Transition planning

Once the contract is signed, organisations are understandably keen to get moving as soon as
possible. However, in their haste, they can often overlook important issues or set unrealistic
timescales - which mean the relationship starts on a sour note.

With decades of collective experience managing major managed services projects, our team can
help you get the transition right. We'll work with you to develop a comprehensive and realistic
transition plan, back by appropriate governance, so that issues are dealt with in the right
seguence and right way.

Supporting internal change

When you outsource an in-house function, there can often be a degree of resistance - not only from
the team directly affected but also from their internal clients. We can work with you to pre-empt and
address these challenges, helping teams understand their new roles and responsibilities and advising
on internal communications to prepare the wider business for the new way of working.

Retaining knowledge and good relationships

Because they form an integral part of your operations, outsourcing providers acquire a wealth of
knowledge about your business in general and the functions they deliver in particular. When you
change providers, it’s in your interests to retain that knowledge and pass it on to the new supplier.

We can help you oversee this part of the transition - working alongside you and the outgoing and
incoming suppliers to maximise knowledge transfer and minimise disruption.
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Our Approach ‘.

We combine the insight that comes with first-hand experience procuring and managing major
managed service contracts with a robust commercial focus. We have the global resources to work
fast and provide you with the answers you need at speed.

First-time outsourcing

A media client needed to focus its resources on launching its pioneering service - so had appointed
us to help set up its customer support function. We'd shaped the outsourcing strategy and overseen
the procurement of a preferred supplier. Now, the task was to manage the transition.

We put together a comprehensive plan, that set out the responsibilities of both the client and the
supplier, and ensured everything would be in place for when the service went live.

The transition was a success and from day one, customers were able to receive the support they
needed.

« Effective support from day one

Transitioning back in-house

One of the UK’s biggest local authorities felt its outsourced contact centre wasn’t delivering value
for money. We helped it through ending the outsourcing relationship and moving the service back in
house.

The transition included a TUPE of 400 contact centre staff back onto the authority’s payroll and some
changes to processes and technology. Within a year of the in-house service going live, the council had
cut its operating costs by 50% - equivalent to £300k per month - and key performance indicators
showed that customer service had improved significantly.

* £300K a month in operational savings

Renewals can be a transition too - especially where you’re moving to new
: contractual terms or adding new services. We can help you ensure these

changes are delivered smoothly.
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Get in touch

To find out how we could support your outsourcing transition - whatever its nature
- get in touch with us today.

Sean Keane Michael Anderson

Director of Consulting Services Vice President (US/Canada)

Davies Consulting Davies Consulting

+44 (0)7435 762 325 +1647 929 9002
sean.keane@davies-group.com michael.anderson@davies-group.com
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DISCLAIMER: This document is intended for general informational purposes only, does not take into account the reader’s specific circumstances and is not a substitute
for professional advice. Readers are responsible for obtaining such advice from licensed professionals. The information included in this document has been obtained
from sources we believe to be reliable and accurate at the time of issue. The issuer disclaims, to the fullest extent permitted by applicable law, any and all liability for the
accuracy and completeness of the information in this document and any acts or omissions made based on such information.

No part of this document may be reproduced, stored in a retrieval system or transmitted in any form or by any means electronic, mechanical photocopying, microfilming,
recording, scanning or otherwise for commercial purposes without the written permission of the copyright holder.
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