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BPO(Business Processing Outsourcing)

0 (IT)

(Halvey & Melby, 2000)
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(Gartner Research, 2002)
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BPO Positioning
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CRM

» 2002, US$192B
= 2006, US$274B
= CAGR: 9.2%




CRM BPO Framework
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COPC-2000® Standard

m  COPC : Customer Operations Performance Center ( )
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