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[Abstract]

The global BPO market thrives on technology, cost reduction, and specialized needs. Al and automation
boost efficiency, reduce errors, and enhance the customer experience (CX) through tools like Al chatbots
and data analytics. Consequently, firms are strengthening social media and online engagement as demand
grows for BPO services in tech support, cybersecurity, and data analysis. This study uses the AHP method
to analyze partner selection criteria in the Japanese BPO market, identifying four main factors: execution
capability, experience, status, and relations, along with 16 sub-factors derived from prior research and Focus
Group Interviews (FGI). Surveys of 13 BPO providers and 13 clients revealed different priorities. Providers
prioritize execution, relations, status, and experience as key factors, with problem-solving, personnel competence,
talent development, and management as important sub-factors. In contrast, clients value execution, experience,
relations, and status. Their key sub-factors are client project experience, problem-solving, similar project experience,
and strategic understanding. This research analyzes these priority gaps to offer practical strategies for aligning
expectations. The findings aim to guide successful BPO partner selection and contribute to market growth.

» Key words: BPO (Business Process Outsourcing), Partner Selection, AHP (Analytic Hierarchy Process),
Expectation Gap, Japanese Market

o
bl 7} el glo] frolnl e % 3 .
A ARA AR Afdehs W F8F BFE 889 5 9 Aol
1z} O

» FAOf: HIZHA ZRMA OFRAY, HEH Y, AHP AISEAMYE, 7|0 A2 2= A

Y

oxl,

(2 <f

Z29 BPO A A 7, vl A7 AE Aula 90| vwto g Asta Qo) AH5E)
Al 7|2 2848 #olal OFE ol 1 AES /Mdee d 7193t k2 dTE
AX BpO A Ae] tEY AA 9918 AHP WHEo 2 B4t} A8 A9} FGIE Eéﬂ TP
A, A, A AdaAY] 4714 A4 a1Ft 7F 0W 47)9] sk Al 89, F 16714 W
FE =Eh F 16719 Frregl B4 Ay, A 52 SAEE 53(0.1084), ?%‘%E’% oA
(0.0821), A1 A4(0.0818) <O 2 FRES Holdh uhd el 2 uAA} TRAE F(0.1114),
FASZ 52(0.1048), A ZRAE H3(0.0759) o= %518}71] B7ry et A A
Y, FoAE AL ZRAE FPS A7t A E9E = Ao E YEyth FaAket
&9
EY

2

ps

* First Author: Young-Sik Woo, Corresponding Author: Min-Jung Lee
*Young-Sik Woo (0809kevinwoo@gmail.com), Sejong Cyber Graduate School MBA
**Min-Jung Lee (mjlee@sjcu.ac.kr), Sejong Cyber Graduate School MBA

* Received: 2025. 07. 29, Revised: 2025. 09. 16, Accepted: 2025. 09. 17.

» This thesis is an extension of the researcher's master's thesis, "A Analysis of Partner Selection Factors in the
Japanese BPO Market" (The Graduate School of Management Sejong cyber University, 2025). This paper is an
extension of the paper presented at the 71st Winter Conference of the Korean Computer Information Society
in 2025 ("A Study on the Selection Factors of BPO Partners in Japan")

Copyright © 2025 The Korea Society of Computer and Information
http://www.ksci.re.kr pISSN:1598-849X | eISSN:2383-9945



222  Journal of The Korea Society of Computer and Information

I. Introduction
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II. Preliminaries

1. Business Process Outsourcing

1.1 Definitions
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Table 1. BPO Types Definition

Types Definitions

Encompasses internal business functions

Back Office such as finance, HR, and IT services.

Includes customer-facing services like

Front Office .
customer support, sales, and marketing.

Refers to outsourcing services to providers

Offshore in other countries, often to take advantage
of lower labor costs.
Similar to offshore BPO, but services are
Nearshore ; A . . .
outsourced to providers in neighboring countries.
Outsourcing  business  functions to
Onshore

providers within the same country.
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2. Prior Study of Success Factors for BPO
Partner Selection
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3. AHP Analysis
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Fig. 1. A Generic Three—Layer AHP Hierarchy

III. The Proposed Scheme

1. Data Collection
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A review of
previous studies Three BPO industry experts
- A contact center manager from a
domestic company (12 years of
. experience)
FGI analysis — . A customer relationship management
manager from a foreign-affiliated hotel
(15 years of experience).
- A BPO center director overseeing global
AHP Hierarchy clients (20 years of experience)
26 experts in BPO industry
AHP survey - Marketing & Advertising 7 people
: —— - Finance & Insurance 7 people
configuration - Security Services 6 people

- Education Services 6 people

Conduct a survey

Results analysis

Fig. 2. Research Process
2. Questionnaire Survey
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Table 2. The formation of a group experts

sortaion | Sewies | Chee
Marketing & Advertising 4 3
Finance & Insurance 3 4
Security Services 3 3
Education Services 3 3

3. AHP Research Model
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Table 4. AHP Final Weighted Comprehensive
Assessment Table (Supplier Group)

Table 5. AHP Final Weighted Comprehensive
Assessment Table (Client Group)

Evaluation factor (tier1) Evaluation factor (tier1)
Property Weight Rangking Property Weight Rangking
Performance Capability 0.3435 1 Performance Capability 0.3041 1
Work Experience 0.1877 4 Work Experience 0.2790 2
Company Status 0.1894 3 Company Status 0.1625 4
Employee Relations 0.2794 2 Employee Relations 0.2544 3
Evaluation factor (tier2) Performance Capability Evaluation factor (tier2) Performance Capability
. Rang . Rang
Property CR Weight g Property CR Weight g
Management Capabilities 0.0798 4 Management Capabilities 0.0702 5)
l(_iorrnptre]tr:enlce of Assigned 0.0821 ) gc;:wszitne;ce of Assigned 0.0550 12
bl 0.0038 : : 0.0079
Problem-Solving Skills 0.1084 1 Problem-Solving Skills 0.1048 2
Strategic and Planning Strategic and Planning
Abilities 0.0732 6 Abilities 0.0740 4
Evaluation factor (tier2) Work Experience Evaluation factor (tier2) Work Experience
. Rang . Rang
Property CR Weight i Property CR Weight g
Similar Project Experience 0.0553 11 Similar Project Experience 0.0759 3
Client Project Experience 0.0014 0.0577 9 Client Project Experience 0.0068 0.1114 1
General Project Experience ' 0.0342 14 General Project Experience ' 0.0341 15
Prior Project Experience 0.0405 13 Prior Project Experience 0.0576 10
Evaluation factor (tier2) Company Status Evaluation factor (tier2) Company Status
. Rang . Rang
Property CR Weight i Property CR Weight i
Financial Status 0.0500 12 Financial Status 0.0443 13
i 032 1 i .0238 16
Company Size . 0.0159 0.0325 5 Company Size . 0.0015 0.0
Company Reputation 0.0319 16 Company Reputation 0.0363 14
Company Reliability 0.0750 5 Company Reliability 0.0582 9
Evaluation factor (tier2) Employee Relations Evaluation factor (tier2) Employee Relations
. Rang . Rang
Property CR Weight g Property CR Weight g
Communication 0.0715 7 Communication 0.0565 11
Employee Development 0.0818 3 Employee Development 0.0668 7
Teamwork 0.0113 | 0.0560 10 Teamwork 0.0035 | 0.0670 6
Performance Recognition 0.0702 8 Performance Recognition 0.0641 8
and Rewards and Rewards

1.3 Client Group Results
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V. Conclusions

1. Summary
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