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Enquadramento

Direccdo de Sistemas de Informagdo e Tecnologias 6 de Maio de 2008 ..

: kd



Graph 1: Activities OQutsourced
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Graph 2: Reasons for Qutsourcing
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Table 3: Some Key Risks in Qutsourcing

Risk Major concerns

Strategic Risk The third party may conduct activities on its own behalf which are
inconsistent with the overall strategic goals of the regulated entity.

Failure to implement appropriate oversight of the outsource provider.
Inadequate expertise to oversee the service provider.

Reputation Risk Poor service from third party.

Customer interaction is not consistent with overall standards of the
regulated entity.

Third party practices not in line with stated practices (ethical or otherwise) of
regulated entity.

Compliance Risk Privacy laws are not complied with.

Consumer and prudential laws not adequately complied with.

Outsource provider has inadequate compliance systems and confrols.

Operational Risk Technology failure.

Inadequate financial capacity to fulfil obligations andior provide remedies.

Fraud or error.
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Risk Major concerns

Risk that firms find it difficult’'costly to undertake inspections.

Exit Strategy Risk The risk that appropriate exit strategies are not in place. This could arise
from over-reliance on one firm, the loss of relevant skills in the institution
itzelf preventing it bringing the activity back in-nouse, and contracts which
make a speedy exit prohibitively expensive.

Limited ability to return services to home country due to lack of staff or loss
of intellectual history.

Counterparty Risk Inappropriate underwriting or credit assessments.

Quality of receivables may diminish.

Country Risk Political, social and legal climate may create added risk.

Business continuity planning is more complex.

Contractual Risk Ability to enforce contract.
For offshoring, choice of law is important.

Access Risk Cutsourcing arrangement hinders ability of regulated entity to provide timely
data and other information to requlators.

Additional layer of difficulty in regulator understanding activities of the
outsource provider.

Concentration and Overall industry has significant exposure to outsource provider. This
Systemic Risk concentration risk has a number of facets, including:

* Lack of control of individual firms over provider; and

«  Systemic risk to industry as a whole.

Direccdo de Sistemas de Informagdo e Tecnologias 6 de Maio de 2008 ..

i kd



Outsourcing Grupo BPN
Situacao Anterior a
Mudanca
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> Rede de comunicacbes desactualizada ( PABX, Frame Relay 'S&‘\ =3
64Kby/128Kby) o~

» Monitorizacéo baseados em Sistemas Dispersos

> Frequentes reclamacodes do “negocio”

> Custos elevados
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» Problemas tipicos relacionados com a Gestédo de Recursos
Humanos (férias, auséncias, horas extraordinarias, investimento
em formacao);

» Enfoque na Gestdo da Tarefa em detrimento do Objectivo
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» Tendo a Rede de Comunicacdes uma importancia vital para o negdcio
do BPN, era necessario criar as condicdes adequadas em ordem a:

» Aumento da Qualidade de Servico ao Negodcio

> Minimizar riscos

(garantindo um controlo e previsibilidade sobre 0s custos)

Qualidade
de Servico

Risco
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» Com vista a concretizacao do objectivo tracado identificaram-se os seguintes
drivers:

> Aumento da Fiabilidade da Rede

» Aumento Niveis Servico

> Proactividade na resolucao de Problemas
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» Monitorizacdo numa base 24x7:

> Permanente Actualizacdo Tecnologica

» Integrado com Solugdes de Disaster Recovery

» Racionalizacao de Custos
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» Implementacédo técnica de Redes de Comunicacdes
esta fora do Core de Negdcio

> Aumento da qualidade da rede de comunicacoes,

modernizacao da Rede

» Reducéo do Custo

> Pessoas, dinheiro e dores de cabeca
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Amanha ndo
POSSO Vir
trabalhar

> Gestdo de equipas de Recursos
especializados

» Servigco Repetitivo e Padronizado &5
=
» Mais Tempo / Independéncia para o controlo e imposicao ;
p p p posic @

de melhores niveis de servico l! -
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Situacao Actual
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» Duplicacéo da Largura de Banda das Agéncias

» Permanente Evolucédo Tecnoldgica (Voz sobre IP)

» Monitorizacéao Pro-activa de toda a Rede

» Acesso a Skills especializados ( Outsourcing )

» Contratualizacao de niveis de servi¢co (Enfoque no Resultado)

» Securitizacdo da MetroLAN

» Reducéo de Custos

NHNTNINIINTNINTTS

> Flexibilidade para Crescer/Reduzir
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> Integracdo com solucOes de disaster recovery

> Contratualizacéo de niveis de servico (Enfoque no Resultado)

» Redireccionamento de recursos internos para o Core Business

» Racionalizacéo e previsibilidade de Custos
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Comparativo In-House Vs Outsourcing PT
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In-House  Outsourcing
Factores

Actualizacdo Técnica

Flexibilidade para Crescer/Reduzir Trabalhoso

Gestao do Servico e Recursos Associados —

Controlo dos Niveis de Servico ~
¢ Informacao

Gestao de
Qualidade

Enfoque nos Resultados

Enfoque no Core Business

Previsibilidade

Custos (RH e Técnicos) de Custos

Enquadramento com Soluc¢des de Disaster Recovery
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Aspectos a ter em
conta
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» O Outsourcing nao pode ser visto como uma transferéncia de
um problema;

» O Custo néo é o driver principal;

» A vontade do Cliente sobre o ambito, forma e desenho do
servico deve imperar (aumento da exigéncia do Cliente);

» O Outsourcing esta cada vez mais exigente e sofisticado => h-
Necessidade de escolher um fornecedor credivel; —

» Os Fornecedores tém que se adaptar as necessidades dos
Clientes, acrescentando valor logo desde o inicio do contrato.
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» Bom relacionamento e confianca Cliente/Fornecedor
(operacional e gestao);

» Rigoroso acompanhamento — operacional, gestao e topo
(disciplina);

> Necessario possuir boas competéncias internas para gestao e
controlo do Servi¢co de Outsourcing;

» Suporte da Gestao de Topo;

» Servicos In-house enfrentardao “concorréncia” com servigcos
prestados por empresas de Outsourcing.
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Obrigado
miguel.borges@banco.bpn.pt
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Securitizacao MetroLAN

Rede Ethernet2Connect

Aur. Franca Capitalo)
Cisco 3T25
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Monitorizacao
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