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Governance Services | Client Delivery | Full-time | Bengaluru, India

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 Team Lead — Performance Management is a core delivery role within Neo Group's Managed Governance
practice, deployed on a large global client engagement. This person owns the performance management tower
of a steady-state supplier governance framework - ensuring that service provider delivery is measured,
validated, and continuously improving across all in-scope service areas.

Neo Group's governance model is built on proven proprietary methodologies that manage BPO relationship
performance, transformation, risk, and institutional knowledge. This role is the engagement's authority on
service levels: every SLA, scorecard, credit, and root-cause analysis runs through it.

This is a hands-on, client-facing role for someone who turns performance data into insight and insight into
action.

3. KEY FOCUS AREAS

Three areas define where this role creates impact:

Pillar 1 - Service Level Management

Own end-to-end SLA/KPI management - definition, source-data capture and validation, measurement, and
reporting across monthly, quarterly, and annual cycles.

Pillar 2 - Performance Insight & Improvement

Drive root-cause analysis, trend and volume analysis, and continuous-improvement service level changes;
feed insights into MBR/QBR forums and improvement plans.

Pillar 3 - Governance Cadence Support
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Prepare and support the operational and executive review cadence with accurate, decision-ready performance
reporting.

4. DETAILED RESPONSIBILITIES

4.1 Service Levels & Scorecards

+ Prepare monthly, quarterly, and annual Service Level Performance Reports across all in-scope service
areas

» Capture and store source data for each Critical Service Level (CSL); perform source-data validation and
challenge discrepancies in supplier-reported performance

» Track SLA review cycles and prepare the monthly Service Level Credit Report, coordinating credits and
earn-backs with the financial and contract management towers

» Administer SLA changes - additions, retirements, target resets - and calculate continuous-improvement
service level changes

4.2 Analysis & Improvement

« Conduct Root Cause Analysis for every SLA breach; run trend and volume analysis to spot systemic
issues early

+ Track contractual performance-linked requirements (innovation, automation commitments) and report
status

» Provide insights on provider performance and contract parameters; recommend corrective and preventive
action plans and track them to closure

» Support benchmarking of service performance against industry standards

4.3 Governance Forums & Reporting

» Prepare inputs and materials for Monthly and Quarterly Business Reviews (MBR/QBR); facilitate
operational service reviews

+ Build and maintain performance scorecards and dashboards for daily, weekly, monthly, and quarterly
governance cadences

» Produce the Continuous Improvement Report and trends/issues/improvement-insights reporting for client
leadership

» Ensure meeting minutes, actions, and decisions are captured and tracked to closure

4.4 Resource Management & Work-Shift Coverage

» Maintain the resource roster: key resources, staffing schedule, on/off-boarding, terminations, and
backfills

» Reconcile staffing against contracted resources and support replacement approvals
« Manage work-shift, vacation, and holiday coverage plans across global delivery locations

» Track resource metrics - attrition, retention, rolling forecast, and expiring resources / renewals; maintain
the termination/backfill tracker and unfilled-roles & onboarding-intake report

+ Integrate resource data into performance reporting and governance forums

S. KEY PERFORMANCE INDICATORS
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Success in this role is measured across the following dimensions:

Metric Target Why It Matters ‘

Reporting Accuracy & 100% on-time; zero material errors | Performance reporting is the client's single

Timeliness view of supplier delivery

SLA Data Validation All CSLs independently validated | Ensures supplier-reported numbers can be

Coverage trusted

RCA Completion RCA for every SLA breach within | Converts misses into systemic fixes, not
agreed window repeat failures

Service Credit Capture 100% of eligible credits identified | Protects the client's contractual value

and processed

Client Satisfaction 4.5/5.0 or above Measures trust in the governance function
at stakeholder level

Resource Data Currency | Roster, coverage plans, and Staffing gaps surface in performance
attrition reporting always current before anywhere else

6. IDEAL PROFILE

The right person has lived inside SLA frameworks in a BPO or ITO environment, is rigorous about data, and
is comfortable putting findings - including uncomfortable ones - in front of client and supplier stakeholders.

Screening Criteria - Must Have

« 5-7 years in performance / service delivery management of outsourcing or shared services relationships
(IT, ITeS, BPO)

+ Hands-on ownership of SLA/KPI frameworks and scorecards in a BPO or ITO environment
» Advanced Excel plus dashboarding capability (Power BI or similar)
» Team-handling / supervisory experience

+ Confident client-facing communication in governance forums

Nice to Have

« Lean/ Six Sigma certification
» Experience in a VMO / third-party governance organization
+ Service credit / earn-back administration experience

» Exposure to governance or SLA management tools

Professional Experience

« 5-7 years of relevant experience in service delivery or performance management of outsourcing / shared
services relationships (IT, ITeS, BPO)

» Hands-on experience with SLA/KPI frameworks, scorecards, service credits, and service review
governance

» Team leadership or supervisory experience with demonstrated team-handling capability
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Experience in a third-party governance, VMO, or supplier management environment preferred

Skills & Capabilities

Strong analytical and data skills - advanced Excel required; Power BI or similar dashboarding tools
strongly preferred

Experience with root-cause analysis and continuous improvement methodologies (Lean / Six Sigma an
advantage)

Excellent verbal and written communication; confident facilitating client-facing governance forums

Detail-oriented, organized, and able to keep commitments and meet deadlines across multiple reporting
cycles

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 Governance Lead, Neo Group. Works within the steady-state governance team on a

large global client engagement.

Peer Collaboration Coordinates daily with the financial management, contract management, and
transformation & innovation tower leads, and with client and service provider
counterparts.

Client-Facing Title Performance Management Lead, Neo Group. Engages client stakeholders as the

authority on supplier service performance.

What This Role Means at Neo

The Team Lead - Performance Management is the person who makes supplier performance visible and

honest. When this role is done well, the client never has to wonder whether they are getting what they
contracted for - they know.
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