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1. ABOUT NEO GROUP

Globally recognized as a leading advisory firm since 1999, Neo Group helps enterprises build new
capabilities and reduce costs significantly by leveraging analytics, digital technologies, and global talent. Neo
Group helps enterprises through the sourcing lifecycle by going beyond advice to supporting outcomes. Our
co-creation, collaborative solution-design approach, proven proprietary methodologies, and real-time market
intelligence uniquely empower our operationally experienced advisors to guide our clients with agility and
speed to extraordinary outcomes, all while mitigating risks.

Neo Group Managed Governance empowers enterprises to streamline and standardize third-party onboarding,
governance processes, and ongoing management. Leveraging our proven proprietary methodologies and
operational expertise, we help organizations optimize their third-party relationships, unlocking significant
hard and soft dollar savings. Our approach enables enterprises to achieve extraordinary outcomes with greater
agility and efficiency, all while mitigating risks and maximizing value.

2. EXECUTIVE SUMMARY

The Governance Lead is the senior-most owner of the steady-state supplier governance function on a large
global client engagement - a Senior Manager / Director-level leadership role within Neo Group's Managed
Governance practice.

The governance operating model spans five capability domains: Strategic Partner Governance (performance,
resource, financial, contract, and relationship management), Transformation / Process Excellence /
Innovation, Risk Management, Technology Governance coordination, and Knowledge & Document
Management. The Governance Lead owns this model end-to-end - the forums, cadences, escalation paths, and
decision rights - and leads the team of tower leads who run it every day.

This is a leadership role with real executive exposure: the Governance Lead is the primary senior interface
between client executives and the service provider, and is accountable for the client realizing the full value of
the outsourcing relationship.

3. KEY FOCUS AREAS

Three areas define where this role creates impact:

Pillar 1 - Governance Operating Model Ownership

Stand up, run, and continuously mature the five-domain governance model - one integrated view across
performance, resources, finances, contract, relationship, transformation, risk, and knowledge.

Pillar 2 - Executive Interface & Escalation

Serve as the senior escalation point for supplier performance, commercial, and relationship issues; chair
MBRs, QBRs, and steering forums with client and supplier executives.
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Pillar 3 - Team Leadership & Value Accountability

Lead and develop the governance tower leads; be accountable for savings capture, obligation enforcement,
innovation commitments, and continuous improvement across the relationship.

4. DETAILED RESPONSIBILITIES

4.1 Governance Operating Model

» Lead the end-to-end supplier governance office across all towers: performance management, financial
management, contract management, resource and relationship management, and transformation &
innovation

» Own the governance operating model - forums, cadences, roles, escalation paths, RACI across client,
supplier, and Neo - and ensure it is consistently executed and continuously matured

» Own consolidated governance reporting: the integrated governance report across all service areas, the
balanced/executive scorecard, and the central governance repository as single source of truth

» Coordinate with the risk management and technology governance domains to ensure operational,
compliance, and technology risks are surfaced and managed

4.2 Executive Engagement & Escalation

« Serve as the primary senior escalation point for supplier performance, commercial, and relationship
issues; drive resolution across client and supplier executives

Chair / facilitate executive governance forums including monthly service reviews, quarterly business
reviews, and steering committees; own the QBR narrative and action log

» Manage stakeholder communication and relationship health, including CSAT / relationship survey
programs and resulting action plans

» Advise client leadership on governance strategy, contract leverage, and supplier relationship direction

4.3 Team & Value Leadership

» Manage and develop the team of governance tower leads; set priorities, review quality, and ensure
delivery against client expectations

» Ensure the client realizes the full value of the outsourcing relationship: savings capture, service credit
enforcement, obligation compliance, innovation commitments, and continuous improvement

Identify cost, efficiency, and value opportunities across service areas and sponsor them through the
opportunities log and business cases

Contribute to Neo Group's governance methodology, IP, and practice development

S. KEY PERFORMANCE INDICATORS

Success in this role is measured across the following dimensions:

Metric Why It Matters
Governance Model All forums, cadences, and The model only creates value if it actually
Maturity reporting operating to design runs
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Metric Target Why It Matters ‘

Value Realization Savings, credits, and benefits The ultimate measure of governance
captured vs. business case effectiveness

Escalation Resolution Senior escalations resolved within | Client executives must trust issues get
agreed timelines fixed

Client Satisfaction 4.5 /5.0 or above at executive Measures trust in Neo as the client's
level governance partner

Team Performance Tower leads delivering to quality The function is only as strong as the team
with low attrition running it

6. IDEAL PROFILE

The right person is an experienced governance or vendor management leader who is equally credible running
a tower-lead team meeting and challenging a supplier executive in a QBR. This is a role for someone who has
run multi-tower governance before - not someone hoping to learn it here.

Screening Criteria - Must Have

10-15 years of overall experience with leadership roles in outsourcing governance, VMO, or sourcing
advisory

Currently operating at Senior Manager or Director level
Led multi-tower governance (performance, financial, contract) for large outsourcing relationships
Deep knowledge of BPO / ITO contracts, commercial models, and SLA frameworks

Demonstrated CXO-level client and supplier engagement

Nice to Have

MBA or equivalent advanced degree
Consulting / advisory firm background
Experience standing up a governance office from scratch

Experience in three-party (client - provider - advisor) governance models

Professional Experience

10-15 years of overall experience, with significant leadership experience in outsourcing governance,
vendor / supplier management, or sourcing advisory

Currently operating at Senior Manager or Director level, with demonstrated experience leading multi-
tower governance or VMO functions

Deep understanding of outsourcing contracts, commercial models, SLA frameworks, and governance
best practices across BPO / ITO

Prior consulting / advisory experience strongly preferred; MBA or equivalent advanced degree preferred

Skills & Capabilities

Proven executive presence - comfortable advising and challenging CXO-level client and supplier
stakeholders
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+ Strong people leadership with the ability to build and mentor high-performing governance teams
« Excellent judgment in managing escalations, disputes, and commercially sensitive discussions

» Strong command of governance reporting, scorecards, and value tracking; able to own the executive
narrative

+ Outstanding written and verbal communication at board / steering-committee level

Cultural Alignment with Neo

+ Takes ownership of quality - does not wait to be told when something is not good enough

« Comfortable with ambiguity; able to start work with incomplete information and adjust as more becomes
clear

» Direct in communication; raises issues early rather than hoping they resolve themselves

+ Client-first mindset - understands that governance exists to protect and grow value for the client, not to
produce reports

» Aligns with Neo's belief that disciplined governance is the difference between an outsourcing
relationship that delivers and one that leaks value

7. REPORTING STRUCTURE

Reports To Neo Group Engagement Leadership. Operates with significant autonomy as the
senior governance owner on the engagement.

Peer Collaboration Leads the governance tower leads (performance, financial, contract, transformation
& innovation); partners with the technology governance workstream leader and
client executive stakeholders.

Client-Facing Title Governance Lead, Neo Group. Engages client and supplier executives as the senior
owner of the governance relationship.

What This Role Means at Neo

The Governance Lead is the person the client's executives call when they want the truth about their
outsourcing relationship - and the person who makes sure that truth keeps getting better. This role
carries the full weight of Neo's governance promise.
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