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Tips for Participating in Today’s Webinar

 Group Chat – to talk with each other, found in the icons along 
the bottom.  Note: everyone can see and participate.

 Q&A – for questions to the speakers, held for the end (and 
tech help).

 Check out the Resources available to you today, in the box to 
the right of the slides.

 A Survey will open at the conclusion of the webinar – we value 
your feedback on how we did today.
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Mark Brousseau
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Brousseau & Associates

Introducing our Featured Speaker



Underwritten by: Presented by: Brousseau & Associates

Agenda

 Top BPO pressures
 6 strategies for future-proofing your business
 Case studies
 Questions



Underwritten by: Presented by: Brousseau & Associates

The bottom is the bottom line for BPOs
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Top BPO pressures

 Grow monthly recurring revenue
 Get to scale and to processes that can be 

replicated across clients
 Provide greater domain and process specialization 

and competency
 Reduce operations costs
 Become more price competitive
 Make new investments in infrastructure



Underwritten by: Presented by: Brousseau & Associates



Underwritten by: Presented by: Brousseau & Associates

6 Strategies to Future-Proof Your BPO Business

1. Be open to new ways to improve operations
2. Bring intelligence into your capture process
3. Innovate to be more competitive
4. Use equipment rental for short-term projects
5. Think leasing to leverage cash flow
6. Speed up your time to cash
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Strategy #1: 
Be open to new ways to improve operations
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Document volumes are increasing
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... and will continue to rise!
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Your legacy solution may not be good enough

 No support for electronic documents
 Key information is not captured
 Information is not timely
 Information is not accurate
 Data is poorly organized
 Systems are not well integrated
 Decision-makers don’t have access to key variables
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What if …
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Strategy #2: 
Bring intelligence into your capture process
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The solution: Intelligent capture software
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Capture requirements are more complex
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The solution: Intelligent scanning
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BPO Need Intelligent Scanners
Reduce costs/accelerate cycle times Continuous mixed document handling

Reduce costs/accelerate cycle times Real-time inline image and data capture

Meet SLAs/enhance customer service High image fidelity duplex imaging

Meet SLAs/enhance customer service Ultrasonic multi-feed detection

Reduce costs and hardware footprint Up to 429 pages per minute throughput

Reduce manpower/improve quality Up to 21 pockets document sorting

Streamline efficiency Easy to setup and monitor software
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BPO Need Intelligent Capture Software
Become more cost competitive No software “click” charges

Meet changing requirements One source for all document ingestion

Reduce manpower costs High-speed inline data capture

Replicate processes/ensure efficiency One software for multiple scanner types

Mitigate potential risks Meets stringent security requirements

Extend investments in legacy software Configurable output connectors
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End-to-end intelligent capture software
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Future-Proofing through Intelligent Scanning

 Higher quality data capture from images
 Faster document processing
 Reduce document preparation requirements
 Simplified operations
 Higher-value sales
 Differentiated offering
 Strong brand awareness
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Strategy #3: 
Innovate to be more competitive
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3 tips for differentiating your BPO

1. Choose your core 
services – and do them 
better than anyone else

2. Innovate 3. Specialize
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Specialize: Lending

Lending Challenge How BPOs Can Help
Competition Accelerate borrower & originator notifications

Customer-service demands Deliver useful information downstream faster

Labor-intensive processes Classify & extract data from loan documents

Regulatory compliance Mitigate potential TILA-RESPA compliance risks

Risk-based decisions Transform loan data & documents into 
meaningful information

Growing origination costs Extract data based on form type

Integration with other systems Export images & data downstream
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Specialize: Lending
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Strategy #4: 
Use equipment rental for short-term projects
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Equipment Rentals
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Use Cases

 Short-term, quick turnaround scanning
 Long-term high-volume project
 On-site, at a customer’s location
 Seasonal influx of paper-based documents
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Future-Proofing through Rentals

Equipment Purchase Equipment Rentals
Reduces cash flow/available credit Alternative to capital expense

Expansion can be disruptive/risky Extend your geographic footprint without 
disrupting your existing infrastructure

Limited by capital Bigger/faster machine possible

Limited by capital Fits every project, budget and timeframe

Long lead time 14-day delivery

Limited by capital World-class scanners/maximum uptime

Longer terms use of existing devices More opportunities to upgrade
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Strategy #5: 
Think leasing to leverage cash flow
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Leasing

39%
of the total value of 

equipment and software 
was purchased through 

leasing in 2017. 
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BPO Business Challenge How Leasing Delivers
Need cash for core growth activities Frees up cash flow/credit

Document capture is essential Always have access to the best intelligent 
capture technology

Digital transformation is underway Provides greater operational efficiency

Build a solid ROI Delivers maximum value and tax benefits
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Future-Proofing through Leasing

 Reduce costs
 Avoid obsolescence
 Improve cash flow
 Preserve credit lines
 Avoid hidden costs
 Gain flexibility
 Achieve convenience
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Strategy #6: 
Speed up your time to cash
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How to make more money, faster

 Accelerate processes
 Intelligent information capture

 Replace your antiquated scanners
 Intelligent scanning

 Eliminate capital constraints
 Leasing

 Expand your geographic footprint
 Rentals

 Stand out from the competition
 Choose your core services and do them better than anyone else
 Innovate
 Specialize



Underwritten by: Presented by: Brousseau & Associates

Jim Bunn

Director, BPO Markets

ibml

Introducing our Speaker
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Case Study

The Industry BPO

The Customer Document storage company

The Challenge Accelerate throughput while improving efficiency and service

The Pain Points Disjointed “one off” systems
Cumbersome and slow desktop scanners
Needed to visually inspect each image for quality

The Solution Intelligent information capture solution with production scanners and 
software that automates document classification and metadata extraction 
during scan time and centralizes administration and control

The Results 1. 30% improvement in throughput
2. No more “click charges” for processed documents
3. 35% reduction in annual software maintenance fees
4. 3X improvement in quality control review
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Case Study

The Industry BPO

The Customer Leading BPO to Fortune 500, large business and government agencies

The Challenge Accelerate throughput while improving efficiency and service

The Pain Points Technical issues with aging scanners
Concerns about long-term support for its legacy capture solution

The Solution Intelligent information capture solution with production scanners and 
software that automates document classification and metadata extraction 
during scan time and centralizes administration and control

The Results 1. More than a 50% reduction in labor
2. Reuse of patch codes = cost of one scanner
3. Faster throughput
4. Better image quality
5. Achieved payback in 18 months – 6 months ahead of plan
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Thank you!

Mark Brousseau
Brousseau & Associates
410-262-5078
m_brousseau@msn.com
@markbrousseau

Jim Bunn
ibml

205-439-7158
jbunn@ibml.com

@ibmlnews

Learn more how ibml can help your business today:
https://www.ibml.com/document-scanning-and-workflow-solutions-

for-bpo-providers-and-service-bureaus
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