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Abstract

With the integration of global economy and the fast development of science and
technology, companies are facing more challenges in the competitive market
environment. To optimize resource utilization, enhance competitive advantages, and
maximize profit margin, they tend to concentrate on their core competencies and
outsource back office functions. Thanks to this trend, the global Business Process
Outsourcing (BPO) Industry is under high development. Meanwhile, due to the
consideration of operating cost, human resources, local infrastructure, etc., the BPO
industry is transferring from existing players to emerging ones as China. The Chinese
government has issued quite a few favorable policies to enhance the development of
BPO industry. As one of the global BPO leaders, ACN Company is dedicated to
establish its strong existence in China, development and enhance its BPO capabilities,
and realize its overall high performance development.

As the beginning, this thesis deals with the current situation and development
trends of the BPO industry, analyzes the industry’s features of rapid development
and regional transfer, and further investigates the attractiveness of China BPO
industry. In the following part, both ACN (China)’s external and internal
environments have been considered. Then, by using SWOT framework and
development matrix, the overall development strategy has been raised; through the
help of GE Matrix, the thesis settles down specific business development directions.
Thereafter, the thesis proposed different phases, key considerations, and supporting
functions for the strategic implementation.

Many related materials have been referenced during the writing process. To
further understand the current situation of ACN (China), researches have been
conducted with the company. Through practical analysis framework, this thesis is
dedicated to provide meaningful direction to the strategic development of ACN

(China) BPO Capability.
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