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EDITORS’ NOTE Over the past few years,
“we’ve witnessed an evolution in the
marketplace,” observes Dan Henderson,
president of EDS’s Business Process Ser-
vices division. More specifically, “out-
sourcing is now going beyond its bistori-
cal and traditional parameters to en-
compass a more broad-based approach
Jfocused on the business processes major
clients are looking to streamline.” For
this reason, Henderson'’s division — which
comprises the longstanding financial
process management business, fast-grow-
ing customer relations management
area, and emerging enterprise-shared
services group — was recently renamed in
order to emphasize the “full range of peo-
ple, process expertise, and consulting
and operating capabilities” it leverages
to “bring about significant transforma-
tion within our clients’ enterprises.” The
fact is, “the overall BPO market is ex-
pected to grow by 9 to 12 percent” annu-
ally, so “a strong position in the BPO
market is going to become a more impor-
tant indicator of which company leads
the overall IT- and consulting services
sector.” So, now more than ever, the BPS
division needs to highlight its vast capa-
bilities, “global reach, our Global 1,000
client list, and our strong record of ser-
vice excellence.” Ultimately, Henderson
concludes, “those factors have enabled us
to lead the market in the growing BPO

space, which we’ve identified as a signifi-
cant strategic opportunity for EDS.”
Prior to joining EDS in 2002, Hen-
derson served as VP and GM of Honey-
well Global Business Services, VP and GM
of AlliedSignal Business Services, and VP
and CFO of AlliedSignal’s engineered-
materials sector (AlliedSignal merged
with Honeywell in 1999). Before that
time, be was VP and CFO of Covia Pari-
nership and previously group CFO of The
Quaker Oats Company. Henderson, who
bolds a bachelor’s degree from Davidson
College in North Carolina and an M.B.A.
Jfrom the University of Pennsylvania’s
Wharton School of Business, is also a
member of EDS’s Operations Council.

COMPANY BRIEF Headquartered in
Plano, Texas, EDS is the world’s leading
global information technology services
company, employing about 140,000 peo-
ple in 60 countries and serving more
than 9,000 clients in a range of indus-
tries. With a vast portfolio of technology,
systems, and solutions offerings in four
distinct business lines — Operations Solu-
tions, Solutions Consulting, A.T. Kearney,
and PLM Solutions — the company facili-
tates its clients’ success in the digital
economy by belping them to eliminate
boundaries, collaborate in new ways,
establish their customers’ trust, and con-
tinuously seek improvement. In 2002 EDS
(www.eds.com) reported revenues of
$21.5 billion.

Your business unit was recently re-
named Business Process Services.
What was the reasoning behind that
change?

The main reason behind the name
change is that we've witnessed an evolu-
tion in the marketplace. Outsourcing is
now going beyond its historical and tradi-
tional parameters to encompass a more
broad-based approach focused on the
business processes major clients are look-
ing to streamline. For this reason, we
need to emphasize and communicate that
EDS brings a full range of people, process
expertise, and consulting and operating
capabilities to the marketplace. Instead of

representing just our outsourcing capabil-
ities, the new name emphasizes the full
scope of EDS’s capabilities, which we can
leverage to bring about significant trans-
formation within our clients’ enterprises.

Which service lines are offered
under the Business Process Services
umbrella, and does each segment
show equal potential for growth?

Our FPM [financial process manage-
ment] business is large and has been a
part of what we do for a long time — more
than 30 years. Through that segment of
our business, we provide outsourcing for
various branches of the financial services
industry, including loan processing, and
credit card and check processing.

As far as our CRM |[customer relation-
ship management] business goes, we’re
one of the largest operators of customer-
contact centers in the world. Through
that business, we also offer business intel-
ligence capabilities that enable us to do a
variety of inbound and outbound cus-
tomer relationship management work for
our Global 1,000 clients.

Our Enterprise Shared Services divi-
sion is still a rather new, emerging busi-
ness for us, although we have a substantial
presence and well-known clients in that
segment. It includes human resources,
finance and accounting, and procurement
services, and is a good example of the
shared-services approach to BPO [busi-
ness process outsourcing].

The prospects for growth vary a bit
for each of these businesses. However, the
overall BPO market is expected to grow by
9 to 12 percent, and EDS’s business is
expected to grow a lot faster than that.

Is your primary focus on the
Global 1,000 for new and continued
business?

EDS is well positioned in the Global
1,000 marketplace. We're one of the few
companies with the capabilities to truly
serve the Global 1,000’s needs across the
business process services platform, so
that’s our primary focus. That doesn’t
mean, for example, that we wouldn’t go
after a leading U.K. company that doesn’t
register on the Global 1,000 scale. But our
key differentiators are our global reach,
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our Global 1,000 client list, and our strong
record of service excellence with them.
Those factors have enabled us to lead the
market in the growing BPO space, which
we’ve identified as a significant strategic
opportunity for EDS.

Ultimately, BPO is centered on
reengineering, transforming, and stream-
lining the back-office operations that are
critical to the performance of Global 1,000
businesses. So it stands to reason that a
strong position in the BPO market is going
to become a more important indicator of
which company leads the overall IT- and
consulting services sector. EDS is already
one of the major suppliers to and trusted
advisors of the Global 1,000, and we're
going to continue to leverage that capabil-
ity to create a market-leading position for
ourselves in the BPO segment. Many
smaller, niche players get a lot of press
based on their expertise in one particular
segment of BPO, such as HR services. But
at the end of the day, these companies
lack the C-suite access that we’ve been
known for since our inception.

Beyond your global reach and
access, what differentiates EDS from
its competitors in this particular
market?

Differentiation is the ultimate com-
petitive challenge. Eventually, a company
has to combine subject-matter expertise
with industry expertise, and then globally
commit to and implement solutions over
time; that’s the key to differentiation. At
EDS we understand that challenge, so
we’re actively hiring subject-matter
experts — leaders in their respective fields
— to latch on to the front end of our over-
all operating and program management
expertise. That combination, not to men-
tion A.T. Kearney’s consultative capabili-
ties, creates its own distinction. The fact
is, very few companies can deliver this full
range of services.

Which geographic markets pre-
sent the most growth potential for
EDS in the BPO segment?

A lot of companies haven’t taken
advantage of the full breadth of BPO ser-
vices yet. Still certain companies, such as
Bank of America and BP, were early
adopters. However, no geographic region
is close to being saturated with companies
that outsource BPO. So the world is an
open market for us, although our key
opportunities today exist in the United
States, Canada, and the United Kingdom.

When exploring the option to
outsource, many clients have con-
cerns over the transitions that will re-
sult from bringing in an outside
party. How does EDS address those
concerns? And has the outsourcing
business model changed to assuage
certain clients’ apprehensions?

Historically, facilitating employee and
process transitions is one of the things
EDS does best, and it’s absolutely critical.
We have a 94 percent retention rate with

employees that we bring into EDS from a
client company. The early adopters of
BPO wanted companies such as EDS to
take over their employees and operations
and simply run things better for them.
Now, as the market matures, companies
are more interested in optimal solutions
for BPO services. Companies that are
looking for a combination of best prac-
tices and cost reduction must now look at
different operating models, such as inte-
grated, multi-client service centers. So
clients nowadays aren’t necessarily look-
ing for an outsourcing solution that com-
pletely takes over their current operations
and employees.

As part of a large conglomerate,
some of the strength of your sales
positioning must come from EDS’s
expansive service offerings. Do you
work closely with other EDS business
segments in servicing your clients?

EDS’s business segments are increas-
ing their joint participation, especially
when it comes to our broad, transforma-
tional activities. We're reorganizing our-
selves so that there’s a real focus on hav-
ing expertise in our specific business pro-
cess services offerings. We’re working
closely with A.T. Kearney, and particularly
with its critical-operations consulting
group. They're the best in the world at
strategic sourcing, and their expertise is
crucial to us. A.T. Kearney often leads the
way into our discussions with corporate
clients. They have their strategic sourcing
capabilities, and we have the ability to
operate and continually monitor their
strategic programs for the clients. So
we're in it together, and clients are more
and more interested in that combined
offering. Many clients hire A.T. Kearney as
a high-value consultant and trusted advi-
sor. At the end of the cycle with A.T. Kear-
ney, clients decide they want to imple-
ment what those advisors suggest. So we
can come in and implement these pro-
cesses and move the enterprise forward.
Client companies go through a natural
decision-making process, and EDS partici-
pates in every step.

How does technology come into
play in the services you offer?

Technology is one of our most
important levers. Through technology
and automation, we can deliver better
service to our client companies at drasti-
cally reduced costs over time. We can also
improve service and cut costs by giving
our clients the option of providing
human resources in an offshore environ-
ment. In addition, we can create self-ser-
vice, Web-based front ends for our
clients’ employees, instead of the tradi-
tional agent-based tools. So, in that
instance, the primary driver of value is
technology, and one of the biggest and
most relevant areas of technology is the
emerging Web-services area. From tech-
nology strategists to applications develop-
ers, we have the entire spectrum within

EDS. We have an enormous source of
human-capital value, and we focus on
effectively recruiting, retaining, and
rewarding those employees.

What excited you about the op-
portunity to join EDS in 2002, and
has the job been what you expected?

Through my professional experience,
I had a lot of exposure to the marketplace,
and I had a strong knowledge of the value
that process reengineering and shared
services could bring to major companies. I
also understood how difficult it is for large
corporations to realize that value if they
take on the endeavor alone. Most compa-
nies fail to generate the full potential and
value of the process when they try to take
on shared-services capabilities internally
and individually. So I saw both the difficul-
ties and the value of such a program. I
also noticed EDS’s capabilities and mar-
ket-leading position in this exciting,
emerging BPO industry, which is a combi-
nation of services and technology.

The fact is, this is a vibrant industry,
and it has a global context. Its life comes
from large, sophisticated corporations
doing business together. So, naturally this
was a very interesting opportunity to me.
Has it been everything I expected? Basi-
cally it has. This is a company that com-
petes aggressively to be a market leader in
the BPO space. We're like other compa-
nies that are trying to reposition their
capabilities, their approach to the market,
and their presentation of their value
propositions so that they have the most
meaning in the marketplace. However,
we’re actively restructuring our company
and our focus so that we can take advan-
tage of this very energized marketplace.
So I'm still very excited, and I feel good
about our prospects.

Can you ever disconnect from
the business and truly relax?

Do I ever sleep? This is a global
enterprise, and there’s always something
going on. So I constantly have to have
touch points and operating processes
that allow me to keep in touch with the
frontline business. But the buck can’t
stop only with me. We have a very good
client-care organization and a great team
of leaders, who are very good at what
they do, who understand our strategy for
success, and who have a lot of passion for
this business.

Ultimately, you have to hire a great
team of people who know what they’re
doing; that’s the only way you’re going to
succeed in a global business. And in a
sophisticated, demanding, global busi-
ness, a company has to be very responsive
and accessible. Clients have to know the
key people who are in charge of their
accounts, and we have those kind of
responsive people working here. Clients
know that if they have an issue, a prob-
lem, or a new idea that they want to kick
around, our people will always be very
responsive to their needs. ®
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