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Introduction
To do business or trade in services has becoming a famous place in the global

economy in recent times it is disclosed by IMF reports. Many services, which could
previously be delivered only on the basis of physical presence, now easily can be
deliverable by cross-border trade with the help of business process outsourcing. This may
be possible because of development of IT, and communication technology worldwide.
Opening of new market and globalization makes it easier. Further foreign direct
investment in services sectors also enhanced functioning of BPO’s in India.
Consequently, services which can be managed by using computers network and telecom
sectors have approach to play an important function in the Indian economy. Business
Process Outsourcing (BPO) industry is a consequence of this technological uprising.
The Concept ‘BPO’

Before heading more it is important to describe certain terminologies used in the
context of this Industry. Business process outsourcing (BPO) usually refers to the
procedures or functions of hire out the task of performing certain operations of a
venture to another venture, often it is known or called as third party and, in some
cases, a contributory of its own. These operations are frequently non-strategic and
non-core in nature though they can be very critical for a business setup or enterprise.
Outsourcing of some actions to a far-away location has become possible just because
of the expansion of information technology. Such IT enabled services, are functions
that are provided from one place to another over communication technologies or data
networks and are either outwardly constricted (third party outsourcing) or provided by
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a distant supplementary of the same company, that is well known captive BPO. Many
of the well-known conglomerate foreign companies such as Hewlett Packard, GE
Capital’s, and Bechtel are benefited by locating their supplementary companies in
cost effective countries like India.
BPO’s Types
 On-shore BPO

Enterprise which outsources its operations to another company situated in the
same country.
 Near-shore BPO

Enterprise which outsources its activities or operations to a neighboring country.
 Off-shore BPO

When, business activities are outsourced by an enterprise to a distant or far off
country. On-shore and near-shore BPOs are existed in India since long time, while off-
shore BPOs are attaining momentum only in recent years. India has a number of
favorable attributes to function successfully as an off shore location.
Indian BPO Industry: Some Big Players

Indian BPO industry is one of the best ever growing industries in the worldwide
BPO market. Every year the numbers of BPO companies connect the industry in
India, which makes market so competitive that it is very difficult for a BPO company to
set up itself as a key player in such a competitive market. But there are a group of
BPO companies in India that have risen to the meet out challenges and have
emerged as amazing leaders of the industry. Here are the lists of top 10 BPO
companies in India.
 Tata Consultancy Services

The BPO segment of Tata Consultancy Services (TCS) is one of the biggest
names in the Indian BPO industry. The BPO segment is responsible for generating
12% of the company’s total revenue. TCS BPO ranks among the top 10 IT services
providers in the world. TCS provides a range of services that include analytics &
insights services, platform solutions, enterprise services etc. TCS BPO has gained a
name in this sector through excellent and dedicated customer services.
 Genpact

Genpact is among one of the very important BPO companies in India. The
year inception of this is 1997; after its commencement the company has made speedy
growth to set up itself as one of the most trusted brand name to offer services in the
field of outsourcing in the country. Among the services offered by the company are
Industrial Solutions, Human Resource Services, Aftermarket Services, Banking &
Financial Services and Risk Management services. More than 100 companies among
of the Fortune Global 500 companies are taking services by it. Its branches are
situated in more than 25 countries across the world.
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 Aegis Limited
Aegis Limited is a well-known outsourcing company. It was established in the

year 1985. It is operating over 39 locations in 10 countries across the world. The
company is wholly owned by Essar Ltd., a USD 35 billion conglomerate. Aegis offers
almost all recent demanding services sectors like Healthcare, Energy & Utilities,
Technology, Retail, and Telecom. Some Of Its Services Include Human Resources,
Finance and Accounting, and Enterprise Applications.
 Wipro BPO

Wipro is a global brand in the IT sector. It started outsourcing in 2002. It is
presented in more than 175 cities across 6 continents in world. The company offers a
wide range of services, including Customer Management Services, Human Resource
Outsourcing and Knowledge Services. Wipro BPO has attained a remarkable place
through a combination of Industry Expertise, Operational Excellence and
Transformation Capabilities.
 Serco Global Services

Serco Global Services was well-known outsourcing company which is
established in the year 1991. Serco Global Services Company has been the winner of
numerous awards for providing quality services. The company has its branches
worldwide in many cities. Serco Global Services deals in services like Legal Services,
Finance & Accounting, Consulting, and Knowledge Services. It offers its services to
diverse sectors including Healthcare, banking Retail, Telecom and Logistics.
 Infosys BPO

Infosys BPO is renowned leading BPO of the country. It is a subsidiary of
Infosys and established in the year 2002. It is Winner of the National Quality
Excellence Award. It serves in many countries across the world. Infosys BPO deliver
many diverse services; those are mainly Customer Service Outsourcing, Legal
Process Outsourcing, Sourcing and Procurement Outsourcing, Human Resource
Outsourcing, Finance & Accounting, Digital Business Services and Business
Transformation services.
 WNS Global Services

WNS Global Services is a multinational business process management and
outsourcing company. It came into existence in 1996. Initially the company was an in-
house unit of British Airways and was known as WNS World Network Services. In
2003 the company began offering Business Process Management solutions to clients
belonging to other industries as well. The company has 39 delivery centers located
across different countries of the world. The company serves a variety of sectors
including healthcare, insurance, manufacturing, media and entertainment, banking
and financial services, consulting and professional services, shipping and logistics,
retail and telecommunications.
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 IBM Daksh
IBM Daksh, which is famous as IBM Global Process Services, is a business

process outsourcing (BPO) firm, it was previously well known as Daksh eServices.
IBM integrated Daksh into its BPO services in the year 2010. The new entity offers its
services in process-driven functions such as Finance, Supply Chain Management,
Administration, Human Resources, Procurement Customer Relationship Management
(CRM). It posses big cliental belong to vertical industries such as Airlines, Banking,
Insurance, Healthcare, Telecommunications, Retail, Automotive and Electronics.
 Firstsource Solutions

Firstsource Solutions Ltd. established in the year 2001, climbed the ladder of
success through innovative and value-added business process management services
across the customer lifecycle. Firstsource Solutions is best company among the
leaders that provide outsourcing services in India. The company provides its services
to sectors like Telecommunication & Media, Healthcare & Publishing, Insurance,
Banking & Financial services and many more. Its services include customer
management, data processing, collections and consulting.
 EXL Service

EXL Service is an IT, Outsourcing and business transformation services
Provider Company. It is among the leading BPO companies of India. Incorporated in
the year 1999, EXL Service offers its services from 30 global delivery locations spread
across Asia, Europe, America, Australia and South Africa. EXL Service delivers
outsourcing services to diverse sectors such as travel, healthcare, transportation,
insurance and banking.
Contribution of BPO in Indian Economy

The role of Outsourcing in India’s Economic Growth has spectacular,
particularly in the last one decade, because Indian ventures needed a great support of
outsourcing to accomplish its operations smoothly. The Information Technology and
its related sectors have been contributing great to the economic growth of India. It is
therefore obvious that this industry is making an impact on the Indian economy a
lot. The growth rate of impact of BPOs to Gross Domestic Product has shown a
steady rise from 1.2% to 5.4% in last decade. BPOs are contributing inform of getting
more earning and international fund creation to country. Right now, Indian BPOs are
paying attention on the domestic segments and off shoring BPOs. The domestic and
national economy can be benefited by proper utilization of resources existing in these
areas, such as availability of less expensive labor force in comparison to foreign
countries. The below mentioned are some useful data with reference to the growth
rate of the IT-BPO sector during the past 10 years:
 During session 1997-98: US$ 4.8 billion
 During session 2006-07: US$ 47.8 billion
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 Current rate of growth is 28%
 Employment to be generated -1.6 million
 Future employment to be generated – 2.3 million(expected)
Here are Few Major Positive Effects of BPO’s in Indian Economy
 This is but obvious that Indian BPO industry is remarkable leader in the market

and day by day it is improving in its functions, such as of training professionals
in learning foreign languages and increasing the number of skilled workers.

 This sector will give India the skill to maintain its global headship and it
generate export revenues approximately 30 billion USD by 2020.

 It is so true that more BPOs will provide more job opportunities for the Indian
youth and provide balance to nation.

 India's economic growth will even facilitate great maneuvering in the country’s
balance of payments because of BPO industry.

Factors which act as Driving Forces in Growth of BPO Industry in India
BPO Role in India’s economic growth is set towards making a momentous

impact in the time to come as well. The driving forces that account for the increase in
foreign investments through the BPOs in India are:
 Emphasis on quality services
 Skilled sets and workers
 Cost effectiveness
 Quality products
 English speaking manpower

With these factors of the Indian BPO industry is a magnet for long-term
contracts and as a result, there are high earnings which in turn result in major
contribution to economic growth in Indian services economy.
Issues Related to BPO Industry in India
 Political Environment

Political situations in country can affect the BPO industry drastically. Resident
protests, Wars, collapse of economies, etc. can force the governments to take certain
initiatives which stop or hindrance in outsourcing to other countries. In India situations
are in favor of BPO industry.
 Customer Expectations

Complete satisfaction of customer has always been a complicated job for all
BPO companies. Customer expectations are increased because of many social media
channels and high competition in the market of BPO industry.
 Budgetary Issues

One of the most important challenges faced by the BPO industry is the budget.
Many times BPO companies have to produce the best results with least cost. They
have to give maximum output in minimum input.
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 Time Schedule
Outsourcing companies are located in countries which come under different

time zones; hence the resources have to work at all times of the day.
 Health Issues

Different time schedule may result in major health issues among the
employees and reduce their efficiency significantly.
 Customer Attrition

Customer attrition may cause difficulties. Sudden deal termination can be huge
and can affect most BPO companies to a large extent.
 Shortage of Talent

This is also a challenge in BPO recruitment. To find the right talented
workforce to work in the industry is difficult task. According to a recent survey it was
noticed that only a fraction of graduates are actually suitable.
 Employee Attrition

Employee attrition rate in the BPO industry is quite high. The companies are
not able to credibly keep hold of their employees for long and thereby undergo huge
losses every time. They have to train new employees frequently. The cost of hiring
and train a new employee is again time consuming and expensive.
 Brand Equity

Brand building is an imperative task managed by the HR personal. This is one
of the widespread challenges for HR managers. As unhappy employees can easily
lead to negative word-of-mouth, which may lead to diminished brand equity. They are
expected to provide adequate training and a good working environment, as when they
leave the company they are the brand ambassadors of the company.
Conclusion

BPO sector also has to face few challenges but our Indian government policies
regarding this sectors is improving day by day. One can’t ignore the contribution of
this industry in Economy, this is the reason why all are worried related to BPO
industry. BPO role in India's economic growth is definitely at the ‘naïve’ rapid growing
stage but it is all set for a major part to the Indian economy, especially if the
government supports the sector in terms of Openness to Trade, balance in Rural-
Urban Migration, Financial Growth, Awareness and Education.
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