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 Indian BPO companies are seizing the global outsourcing opportunities not any more 

with labor arbitrage or low cost options but with mounting pressures looking for 

innovative bundled offerings and indisputable standards of delivery and value making it 

a better outcome based pricing models. It is also true that global outsourcing spending 
on low end deals have considerably reduced or nil but the high end technological edge 

based deals are continuously gaining more traction and Indian BPOs are suitably 

equipping themselves with ever increasing requirements invariably posed by disruptive 
developments like cloud computing and automation. This paper probes the very 

inimical emerging designs are how innovatively maneuvered by the top players in the 

Indian BPO Industry who set the pace and design the route map for others to follow 
suit. In this changing trends how the old paradigms which were nevertheless significant 

during the core competency syndromes are reshaped by bellwether leaders of the new 

age industry at large. 
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INTRODUCTION 

 

BPO can be defined as delegation of an IT-

intensive business processes to an external provider 

who owns, administers and manages it according to a 

defined set of metrics invariably using a multiyear 

contract. BPO includes, back-office processing of 

finance and accounting, CRM, HR and SCM 

processes besides vertical industry-specific activities 

like mortgage processing. The very nature of BPO 

business is that it places a special premium on 

customer validation, operational stability and process 

expertise. (Gartner 2004) 

IDC states , “Indian BPO Industry  in 2013-14 

clocked revenue of $23.3 billion  (Rs 1,42,048 crore)  

with a CAGR(2009-14) of 11.21%, translated into a 

growth rate of 16.6% year-on-year  and still 

remaining as the world‟s biggest business process 

outsourcing (BPO) market , accounting for nearly 

38% of the $53-billion overall global outsourcing 

market”. Business Process Outsourcing grew from a 

mere  cheap cost services delivery model such as 

data entry and call center activity to the next level of 

process expertise then moving into service line 

aggregators and recently offering more value based 

innovative support services to their valuable clients 

all over the globe. What started with USA markets in 

the early 90s got widespread in firmly imprinting 

their technological footprints of Indian Outsourcing 

companies in Europe, Latin America, South Africa 

and other developed economies in 2015.This 

unassailable onslaught of Indian BPO companies 

need to be carefully studied to identify whether this 

trendsetting new solution based offering will provide 

them more growth and help our outsourcing earnings 

to double or triple in the next 3-5 years‟ timeframe. 

What started with USA markets in the early 90s 

got widespreaded in firmly imprinting their 

technological footprints of Indian Outsourcing 

companies in Europe, Latin America, South Africa 

and other developed economies in 2015.This 

unassailable onslaught of Indian BPO companies 

need to be carefully studied to identify whether this 

trendsetting new solution based offering will provide 

them more growth and help our outsourcing earnings 

to double or triple in the next 3-5 years‟ timeframe. 

 

II Significance of the study: 

Indian BPO industry was riding high at 40 per 

cent growth in the early 2000s hovering around only 

10-13 per cent in the recent past. Stumbling in the 

faltering growth, ever increasing employee attrition 

rates of 20-25% which is quiet strangulating this 

sector and surfing in consistently pressurized costing 
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leading to reduced earnings. This onslaught of 

challenges drove Indian BPO Companies to move 

from wide and shallow approach, paring the clientele 

and verticals mining for more value based growth are 

the emerging competitive strategies to sustain in the 

business process outsourcing markets when the 

competition becomes more intense when niche 

players start offering „ bpo-as-a –service‟ model in 

the recent past who needs understand business 

domains, technology interfaces very well added by 

an in depth obsessed culture of innovation. 

 

III Review of Literature: 

Gartner defines BPO as the delegation of one or 

more IT-intensive business processes to an external 

service provider, using a multiyear contract. 

Gartner‟s definition of BPO includes CRM, back-

office processes of finance, accounting HR and 

supply chain processes besides vertical industry-

specific activities like mortgage processing. BPO is 

defined in terms of various “back office processing ” 

functions(non- core and non- critical), such as human 

resources, finance and accounting, processing of 

insurance and credit transactions, procurement, and 

IT services (Feeny, Lacity and Willcocks, 2005). In 

this paper, BPO is defined as the outsourcing of any 

knowledge-intensive business process excluding IT 

processes. The degree of overlap between ITO and 

BPO is particularly evident when the research subject 

is offshore BPO (Rouse and Corbitt, 2004). 

To begin with, offshore captive centers have 

been established in various countries and regions, 

although India still leads to be one of the 

predominant locations (Oshri, Kotlarsky and Liew, 

2008).The very nature of BPO business is that it 

places a special premium on customer validation, 

operational stability and process expertise. BPO is 

invariably cost effective when the external service is 

offshored which has been rightfully manifested in the 

recent times (Taylor and Bain, 2008:132); almost 55 

per cent of Fortune 1000 companies are outsourcing 

some part of their business operations to other 

countries (Chanda, 2008:420) 

As Greene (2006) reflects, transition economies 

around the globe are necessarily involved in BPO 

services; and interestingly more developing countries 

astutely aiming to become the desired destinations of 

BPO. India largely has been a top destination for 

these services (Kang, 2008). Consequently this has 

played an indeliable role in India‟s emergence as one 

of the fastest growing economies in the world 

(Chanda, 2008:423).  

We can also infer several studies which have 

examined the role of BPO Industry in India (Taylor 

and Bain, 2005; Budhwar et al., 2006; Malik and 

Nilakant, 2010). 

 Kumar and Joseph (2005) agree nonchalantly 

that India has a vibrant national innovation system, 

and a liberal trade and investment policy regime. In 

addition, India‟s outsourcing industry has shifted in 

revenue composition to a more sophisticated and 

higher end services, called knowledge process 

outsourcing (KPO) activities comprising of risk 

analysis, business research, clinical research trials, 

medical image processing and diagnostics, and 

editorial selection and publishing, to name a few 

(Chanda, 2008). Frequently, offshore captive centers 

look for locations where there is abundant supply of 

skilled and qualified professionals available at 

competitive costs than in the client's country of 

origin (Levina and Vaas 2008).  

In general offshore BPO has been identified as 

offering “tremendous opportunities to drive business 

value” (Lacity, Willcocks and Rottman, 2008). 

However, scarcity of related academic research in 

this area make decision-makers to proceed on faith, 

or rely on veracity of information from outsourcing 

vendors and consultants (who may not be 

disinterested parties) which insurmountably can lead 

to significant risk because reversing a bad strategic 

choice may involve major switching costs and will 

be even more become slower than the path into the 

initial outsourcing decisions (Rouse and Corbitt, 

2007, Levina and Su, 2008). Trends towards offshore 

sourcing of complex, higher skilled and hence 

difficult to codify business processes (Levina and Su, 

2008) make it likely that organisations will develop a 

BPO strategy that involves formal controls around 

transfer of client-specific knowledge. This category 

of BPO requires for its success that client 

organisations and their outsourcing suppliers (which 

may include an offshore captive center) develop 

trust, collaborate effectively and invest jointly in 

knowledge management (Lee, Huynh and 

Hirschheim, 2007, Levina and Vaast, 2008). 

A solution may involve companies designing 

and governing a portfolio of sourcing relationships 

(Cullen, 2005, Levina and Su, 2008). This requires 

complex trade-offs between the need to make 

relationship-specific investments and to build trust 

between client and suppliers, and the potential 

advantages of tapping into a rapidly developing 

global services supply chain. However, coordinating 

and governing multiple relationships at a distance 

increases management overheads, with potential to 

erode any cost savings, and there may be high 

switching costs associated with consolidating or 

changing partners (Rouse and Corbitt, 2007, Lacity, 

Willcock and Rottman, 2008). 

 

IV   Indian BPO Industry- A snapshot: 

It could have begun when C.K.Prahalad gave his 

theory on core competency in 1990s which was 

asking corporations to identify their core and non-

core activities and they should focus only on core 

activities rather than non-core supposed to have been 

given birth to BPO concept. During such 

introspections Corporations came to find out that 

these services can be not only easily got outsourced 

but also gave more revenue savings. 
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A spark got initiated in 1968 by a working group 

on computers in our country who reasonably foresaw 

the compelling need to focus on software to garner 

higher employment potential but only in 1986 we 

saw new policies liberalizing the access to software 

leading to opening up of software technological 

parks in our post- liberalised 1990s. GE, British 

Airways and American express laid the foundation of 

Indian BPO industry and it aptly never needed to 

look back.  

Even during the financial fiascodebilitating BPO 

industry in 2008-09 it recorded a modest growth of 

15% and on a steady state. The various phases of 

Indian BPO industry has travelled during this 

tumultuous period is traced in Annexure I. 

In course of every customer lifecycle and for 

every customer interaction the conventional 

horizontal back office processes like finance and 

accounting, procurement and vendor management, 

human resource management, along with this also 

very specific industry processes which inherently 

support those interactions such as claims processing 

in insurance, mortgage origination or fraud detection 

in the banking industry, or fare audit within the 

airline industry. It is indeed tremendously difficult to 

separate these processes as standalone activities since 

the workflows are an ongoing shift from back office 

to front office to back office. Here comes, Integrated 

BPO - an evolutionary services delivery model as 

Business Process Outsourcers are struggling to 

manage these in silos. This is a seamless integration 

of both front and back office processes that operates 

across the enterprises and bridges the organizational 

boundaries. 

In this perspective this research paper sharply 

views the trendsetting paradigms of those 

changed/ing business models keeping our skill and 

knowledge edge over global players in continuously 

lobbying and convincingly portraying our innate 

competencies by the top leaders in the Indian BPO 

industry. Barring few ups and downs for during the 

period 2008-09 to 2013-14, change in the rankings 

based on turnover of the firm as listed by 

NASSCOM India the top 15 players in this segment 

is taken for analysis. More than 500 firms operate in 

the business process outsourcing space with top 15 

accounting for 44% of the total revenue.  

Using a structured interview method the 

exploratory research was carried out to elucidate the 

key changes happening in this sensitive industry 

which is always never short of unbridled 

technological and political threats in the International 

arena like Indian competitiveness is eroded, data 

theft and onsite visa malpractices, automation will 

signal a doomsday. Fighting against all odds Indian 

BPO Industry is still maintaining its traction in the 

market as the desirable outsourcing destination from 

the International community because of its ability to 

weather technology changes by adapting and 

reskilling succinctly. The Indian BPO industry 

serving segments are Banking & Financial Services, 

Mortgage, Government Healthcare, Insurance, 

Retail, Technology, Communications and Travel & 

Transportation still leaning more towards US based 

outsourcing. 

Missing of quarter guidances are becoming „new 

normal‟ due to shrinking of deal sizes in the global 

outsourcing market where earlier $100 million is so 

common with a tenure of 10-12 years contractual 

assignments and since 2011 the deal sizes have 

contracted to $25-50 million with a reduced tenure of 

3-5 years in many cases seeking renegotiation at the 

renewal times. This study addressesd the existing 

troubled or to be changed scenario which happens in 

all matured cycle of any industry for that matter. 

 

V   Indian BPO Strategies: 
The chosen top 15 BPO companies in India were 

asked to indicate their strategic capabilities initiated 

to rebuild their business and revenue models to 

leverage the position of our country as top most 

outsourcing destination. The outcome of this study 

revealed that the 15 BPO top players are following 

different combinational strategies to establish 

themselves as unique solution providers by pitching 

to marquee clients across the globe as well as 

pivoting on new industry models in a candid way to 

sail over the inflection point right now reached by 

our outsourcing industry. The ideation prevailed 

deliberated their continued effort to stay afloat by 

harnessing all possible sources of emerging rather 

highly changing customer needs from mere back 

office support services to high end value seeking 

deliveries. 

(i) Moving To Global Delivery Models: From 

inception these companies are thriving on labor 

arbitrage factor by keeping India-centric service 

providing capabilities which again got shot in the 

arm by liberalisation policies and easing and growth 

of Indian Telecommunication Industry. This archaic 

situation got altered into initiating global delivery 

models like in USA and Europe with local recruited 

to manage the processes ofcourse got them trained in 

Indian locations. Especially Genpact TCS, Wipro 

and Infosys started in 2010 when few of these majors 

got bullying from those governments for political 

reasons. 

(ii)  Limited Exposure to cross currency 

fluctuations: From the beginning US companies 

which initiated the idea of outsourcing from India 

,our BPO firms still heavily rely upon US markets 

say 60-65% of the total business. Getting into UK 

and European markets were relatively tough due to 

the varied nature of those multinationals and 

governments and their policies towards outsourcing, 

That got changed now when larger insurance, retail, 

life and pension fund services, health care are 

sourced from these new markets besides Latin 

America. 
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(iii) Pivoting and Recasting: Pivoting on new 

market segments where differentiation focus could 

possibly be the driving factor for companies like 

TCS and Infosys are doing. Here the case in point is 

Companies try to pivot mainly based on their 

existing skills on IT based recasting of tools and 

techniques to address the efficient processing of 

client requirements. Insurance and Healthcare 

domains are largely seeing these pivoting by tech 

majors and pureplay BPOs have to necessarily go for 

a wait and watch approach. This reigns technological 

supremacy to companies in the long run. 

(iv) Pitching for Marquee Clients: For drawing 

up new design approach to prepare RFPs (Request 

for proposals) the earlier strait-jacket approach got 

shifted towards free flowing solution  oriented 

approach to pitch for the beleaguered clients 

especially the top ones who are already under 

pressure from disruptive technological onslaught of 

new gen companies like Amazon and Facebook .As 

earlier in this paper it was observed the TCV(total 

contract value) of the large deals is getting reduced 

sharply alongwith the tenure hence retaining the 

marquee clinets is becoming increasingly difficult in 

the absence of continued innovation in process 

offerings. All these 15 BPOs started with dedicated 

staff to follow up key accounts aka marquee clients 

to provide continued client centricity leading to client 

acquisition and client delightment. Recently when 

US$5billion contracts came up for renewal 

companies fought with leading International 

outsourcing firms like ISG and won their contracts. 

(v) Platform BPOs : This is a business process-

as-a service model  from the vendor  when they 

attempt to understand the processes trying to offer 

ene-to-end solutions with a bundle  of customized 

hardware and operating system based solution 

harnessing the open source environment. Client will 

pay as they use but switching costs are prohibitory 

though there are literally no service level agreements 

but pricing based on performance. It is simply 

bringing in technology, people and process together 

in an integrated virtual Back-Office where client can 

budget better. BPO service providers have an edge in 

controlling the process, people, the application tools 

and the required infrastructure. 

(vi)  Acquisitions to bolster capabilities: Indian 

BPO companies are vested with enough cash piles to 

scout for global acquisitions as the major route to add 

and strengthen client base. Since 2010 Indian BPO 

majors have acquired close to 14 big companies to 

extend their presence in Life and pension services, 

annuity, manufacturing, healthcare, insurance, policy 

claim to position their lead over their rivals. This 

resulted in not only expanding to new verticals but 

also to new markets and emerging markets also. 

Acquisition per se is not enough to create leadership 

but associated with latest technological skills these 

were helping them to scaleup quicker. 

(vii) Digital BPO:  SMAC (Social, Mobile, 

Analytics and Cloud) drove the volume of business 

when globe witnessed data splurge enormously 

during the last two years. Indian BPO majors took 

the analytics route to help their clients add value to 

their business offerings either financial analytics, 

consumer analytics, patient monitoring and 

management which thoroughly influenced all the 

verticals immensely. This a high growth area where 

analytics, automation and machine learning play a 

vital role will define certainly our BPO industry 

position in the next few years 

 

VI   Data Analysis and Interpretation: 

The strategic outlook factors were grouped 

based in the secondary data sourced and the rating 

was given by all the 15 BPO majors who hold  little 

more than 44% of the market. 

 

(i) Analysis using ANOVA: 

ANOVA 

 Cluster Error 

F Sig.  Mean Square df Mean Square df 

Offsite/Offshoring 1.148 3 .414 11 2.772 .092 

Onsite .644 3 .455 11 1.418 .290 

nearshore 1.504 3 .535 11 2.809 .089 

hub and spoke .578 3 .364 11 1.589 .248 

mergersand acquisitions 1.670 3 .247 11 6.750 .008 

taking over captives .781 3 .490 11 1.595 .247 

Non-Linear Model .793 3 .293 11 2.706 .096 

Outcome based pricing 1.448 3 .369 11 3.928 .040 

platform BPO 2.293 3 .247 11 9.264 .002 

analytics support 1.681 3 .596 11 2.821 .088 

The F tests should be used only for descriptive purposes because the clusters have been chosen to maximize the differences among cases 

in different clusters. The observed significance levels are not corrected for this and thus cannot be interpreted as tests of the hypothesis 

that the cluster means are equal. 
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According  to the above ANOVA table   M& A, 

Outcome based pricing, and Platform BPO and are 

maximum influencing  than the other variables 

(ii) Regression Results and Hypotheses Testing: 

The results of data analysis and hypothesis 

testing are summarized below: 

  

a) Model Validity:    
ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 1.425E+08 10 1.425E+07 16.164 .008a 

Residual 3.526E+06 4 881436.558     

Total 1.460E+08 14       

a. Predictors: (Constant), analytics support, Offsite/Offshoring, Onsite, hub and spoke, Non-Linear Model, taking over captives, 

nearshore, Outcome based pricing, platform BPO, mergersand acquisitions 

b. Dependent Variable: turnover 
Since Significance = P < 0.05 for F-value= 16..164; then regression model is valid 

 

b) Variance Explained by the Model: 
Model Summary 

Mode

l R R Square 

Adjusted R 

Square 

Std. Error 

of the 

Estimate 

Change Statistics 

R Square 

Change F Change df1 df2 

Sig. F 

Change 

1 .988a .976 .915 938.849 .976 16.164 10 4 .008 

a. Predictors: (Constant), analytics support, Offsite/Offshoring, Onsite, hub and spoke, Non-Linear Model, taking over captives, 
nearshore, Outcome based pricing, platform BPO, mergersand acquisitions 

 

The table above shows that the results of 

multiple regression analysis revealed that R: The 

correlation coefficient between strategic outlook 

factors and turnover used in this study is 0.988; this 

means that there is a positive strong relation with 

relatively high impact.    

The R–Square = 0.976, this means 97.6% of the 

variance of the dependent variable (turnover) is 

explained by the independent variable (strategic 

outlook factors), this enough to establish a cause-

effect relationship between turnover and all strategic 

outlook factors used in this study

 

(iii) Cluster Analysis using k-Means clustering: 

        

Offsite/       

Offshoring Onsite

nearshor

e

hub and 

spoke

mergers

and 

acquisiti

ons

taking 

over 

captives

non-

Linear 

model

Outcom

e based 

pricing

platform 

BPO

analytics 

support

cluste

r No

WiproBPO 5 3 4 3 3 3 4 3 3 3 1

WNS Global 5 3 4 3 3 4 3 3 3 3 1

AdityaBirlaMinacs 4 4 3 3 2 3 3 2 4 3 1

 HCLBPO 4 2 2 2 2 4 4 2 3 2 1

TechMahindra 3 3 3 3 3 4 3 3 3 3 1

Eclerx              4 3 2 4 2 2 4 2 4 2 1

4.167 3 3 3 2.5 3.333333 3.5 2.5 3.333333 2.666667

 TCS BPO            4 3 4 4 3 4 4 4 4 3 2

InfosysBPO 3 4 5 4 4 4 5 4 4 4 2

3.5 3.5 4.5 4 3.5 4 4.5 4 4 3.5

Genpact India       5 4 3 3 4 3 4 3 3 4 3

 Serco              4 3 3 5 4 3 3 3 3 4 3

 HindujaGlobal 3 3 2 3 3 3 3 4 2 3 3

4 3.3333333 2.666667 3.666667 3.67 3 3.333333 3.33333 2.666667 3.67
 AegisLtd 4 2 3 3 3 2 3 4 3 3 4

 Firstsource 4 3 3 2 3 3 4 3 2 2 4

 EXL 3 2 3 3 2 3 4 3 2 2 4

syntel              5 2 4 2 2 2 3 3 2 2 4

4 2.25 3.25 2.5 2.5 2.5 3.5 3.25 2.25 2.25

Strategic Outlook Factors

 
 

Based on the cluster analysis 4 clusters are identified on the basis of strategic outlook factors. 
TCS BPO 

Infosys BPO 

Genpact India 

Serco 
Hinduja Global 

  

Aegis Ltd, 

FirstSource , 
EXL  , Syntel, 

 

Wipro BPO, WNS , Tech Mahindra 

 HCL BPO, 
EClerx, AdityaBirlaMinacs 
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Findings:  

From  the grouping of  strategic  outlook factors the high-stake factors are identified by the firms in the 

corresponding clusters as below 

   
                       BPO Firms   Straegic Outlook HIGH factors 

TCS BPO 

Infosys BPO 

Onsite, Near shoring, Hub and Spoke Model, 

Taking over captives, Non-linear growthModel, 

Outcome based pricing, Platform BPO  

Genpact India 

Serco 

Hinduja Global 

Mergers&Acquisitions, Analytics Support  

 

Wipro BPO, WNS , Tech Mahindra 
 HCL BPO, 

EClerx, AdityaBirlaMinacs 

Offsite/Offshoring 

 

VII Limitations of the Study: 

While choosing the Indian BPO Industry from 

NASSCOM list there are 837 industries listed as on 

2013-14 who carry out direct orders with clients and 

more than 1500 small scale industries operating in 

Tier II and Tier III cities in our country. Out of these 

837 industries 44% of renvenue is cornered by top 15 

vendors and they lead the trendsetting pattern almost 

from the beginning of this wave. Other big players 

like Capgemini, Cognizant, Sutherland, and 

Concentrix (took over IBM) have their base outside 

India hence they are not included for this study. 

 

Conclusions: 

Of the US $146 billion IT Industry the Business 

Process Outsourcing Industry is worth aroundUS $24 

billion. According to research firm IDC, the 

explosive growth in cloud and number of Internet-

connected devices is expected to propel the IoT 

(internet of things)market globally to $3.04 trillion 

by 2020.Indian BPO segment is aiming to exploit 

these disruptive technologies like  IoT, mobility, 

cloud, 3D printing and automated cars which are 

essentially comprising of more machine-to-machine 

interactions underpinning the dire need of stronger 

back end support system may  bring in the next phase 

of growth for India's BPO sector. Nasscom has 

formed a council to help the country's BPO/BPM 

industry to deliver $50 billion in revenues by 2020. . 

IDC Vice President, Outsourcing and Offshore 

Services, David Tapper said in the IDC Top 100 

Worldwide Outsourcing Deals of 2012-2014 report. 

"The combination of effectively leveraging the 

offshore business model and incorporating new 

methods of service delivery such as hosting and 

cloud has enabled the India-based outsourcers to 

effectively compete with well-established 

competitors in the outsourcing industry for the 

largest of large-scale outsourcing deals," he added. 

Also, India-based outsourcers are investing in more 

transformative capabilities in areas such as analytics, 

social media, and mobility and enhancing strategic 

local capabilities and resources, which has helped 

them, he said.  
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ANNEXURE-I 
Period Influencing Factors / Key Drivers Business Model 

early 1990s shortage of requisite skills and cheaper sourcing  cost was the lone 

factor for outsourcing to India  

Data entry and Conversion Era .Marked by  

Voice processes 

1995-1998 This period  saw medium and large application projects on legacy 

migration and enterprise wide IT and problems related to Y2K . 

Rule set processing Era. Making judgments‟ 

based on the rules set by the client 

2001-2005 Cost Savings, Global scalability, Noiseless delivery, Using Clients 

platform 

Problem Solving Era. The service provider had 

the powers to decide on any query. 

2006-2009 Beginning of Pricing troubles. Moving from FTE based pricing to 

Outcome based Pricing models 

Direct Customer Interaction Era .To handle 

more elaborate transactions. 

2009-2010 Global economic crisis which saw salary levels in the West drop. 

while an onshore (full-time employee) costing $80,000 can be 

replaced by one offshore for $30,000, a robot can perform the same 
for $15,000 or less. 

Transformational BPO Era (from 

Transactional BPO) Expert Knowledge 

services. Automation 

2010-11 Global economic tide began to reverse. Recovery Period. Growth of 

the healthcare segment. Life and Pension Industry segments 

Industry-specific BPO solutions and platform 

BPO offerings $14.1 billion, 835000 people 

employed 

2013-14 Revenues soaring at $23.3 billion. Approximately 10 times grown 

since 2002. 

BPO-as-a service Model emerged. More on 

Business analytics. 

2020 Target of $50 billion ? Innovative service Delivery Models? 
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