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Background and methodology of the research

Background of the research
Banking BPO is the largest and the most mature market within BFSI BPO. As banks look to further cut costs,
grow beyond traditional markets, and find new channels to reach customers, they are also increasingly turning
to BPO as a key tool to stay competitive. Banks are now rationalizing their BPO service provider portfolios and
forging deeper relationships with a smaller number of service providers. Service providers, on their part, are
trying to increase market share, develop new offerings, and improve their delivery capabilities, through both
the organic and the inorganic route. With more comprehensive offerings to choose from, banks should assess
service provider capabilities across various parameters, and keep in mind both current and future needs when
selecting a service provider.
Scope and methodology
In this research study, we analyze the global banking BPO service provider landscape. We focus on:
 Relative positioning of 12 service providers on Everest PEAK Matrix for banking BPO
 Service provider market success
 Service provider capability advancements
 Emerging service provider trends
 Implications for key stakeholders
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This report is based on two key sources of proprietary
information
1



Everest Group’s proprietary database of 300 + BFSI
BPO contracts (updated annually)
The database tracks the following elements of each
contract:
– Buyer details including size and signing region
– Contract details including service provider, contract
type, TCV & ACV, service provider FTEs, start & end
dates, duration, and delivery locations
– Scope details including share of individual buyer
locations being served in each contract, LoB/BU
served, and pricing model employed

List of service providers covered in the analysis

2



Everest Group’s proprietary database of 16+ BPO
service providers
The database tracks the following elements for each
service provider:
– Revenue and number of FTEs
– Number of clients
– FTE split by different lines of business
– Revenue split by region
– Location and size of delivery centers
– Technology solutions developed

Note: We continually monitor the market and update the above list to include emerging service providers
Confidentiality: Everest Group takes its confidentiality pledge very seriously. Any contract-specific information collected will only be presented back to the industry in an
aggregated fashion
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Service providers are positioned on the PEAK Matrix
based on evaluation across two key dimensions

Measures success
achieved in the market.
Captured through Banking
BPO revenue

Market success

Leaders
Major Contenders

Emerging Players
Delivery capability

Scale
Measures the scale of
operations (overall
company revenue,
banking BPO revenue,
number of FTEs, etc.)

Scope

Measures ability to deliver services successfully.
Captured through four subdimensions

Technology

Measures the scope of
services provided
across segments,
processes, industries,
geographies, etc.

Measures the capability
and investment in tools
and technologies that
help deliver better
services
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Delivery footprint
Measures the delivery
footprint and the global
sourcing mix through
delivery footprint across
regions and offshore
delivery capability
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The banking BPO landscape has two prominent
Leaders followed by a number of Major Contenders and
Emerging Players

Genpact

TCS

Cognizant
25th percentile

Market success

Major Contenders
Serco

Leaders
Major Contenders
Emerging Players

75th percentile

Everest Group Performance | Experience | Ability | Knowledge (PEAK) Matrix for Banking BPO1
75th percentile
High
Leaders

Infosys

iGate
EXL Services
Wipro

Emerging Players
Syntel

WNS
HCL

Mahindra Satyam
Low
Low

1
Note:
Source:

25th percentile
Banking BPO delivery capability
(Scale, scope, technology, and delivery footprint)

High

Service providers scored using Everest Group’s proprietary scoring methodology described on page 19
Accenture, IBM, HP, and Xerox-ACS also have credible banking BPO offerings but did not provide sufficient information to be featured on the PEAK Matrix
Everest Group (2012)
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Market success
Of the 12 service providers assessed, the Leaders account for ~70% of the overall
banking BPO market in terms of revenue and close to 40% in terms of contracts
Global banking BPO service provider market share

Emerging
Players

Major
Contenders

Leaders

Banking BPO revenue

Source:

Total number of banking BPO contracts

TCS

TCS

39%

Genpact

9%

Genpact

31%

Serco

9%

Serco

Cognizant

9%

Cognizant

29%
12%
1%

iGate

2%

iGate

7%

EXL Service

2%

EXL Service

7%

Infosys

4%

Infosys

Wipro

1%

Wipro

WNS

1%

WNS

HCL

<1%

HCL

Mahindra Satyam

<1%

Mahindra Satyam

2%

Syntel

<1%

Syntel

2%

10%
4%
8%
9%

Everest Group (2012)
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Delivery capability
Leaders are significantly ahead of Major Contenders and Emerging Players
on all aspects of delivery capability
Leaders

Major Contenders

Emerging Players

High

Medium-high

Medium

Low

Delivery capability
Service provider

Scale

Scope

Technology
capability

Delivery
footprint

Overall

TCS
Genpact
Serco
Infosys
Wipro
Cognizant
iGate
EXL Service
WNS
HCL
Syntel
Mahindra Satyam
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Implications for banks and financial institutions

More comprehensive offerings to choose from


Through M&A deals seen in the banking BPO market recently, service providers are trying to create more comprehensive offerings,
giving banks and financial institutions a larger choice of robust offerings. For example, Xerox-ACS’s acquisition of Symcor’s U.S.
operations gives it better check processing capabilities, in addition to its existing banking BPO capabilities

Bundling of technology with BPO (and combined sourcing from the same provider) should be carefully evaluated




Banks should carefully evaluate their own placement on the technology curve to decide whether the technology being offered is
appropriate to their needs
When signing deals that include bundling of technology with BPO, banks should ensure that their total cost of service delivery is lowered
When sourcing IT and BPO from the same service providers, banks should be aware of the concentration risk involved

Keep in mind current as well as future needs when selecting a service provider


As banks and financial institutions expand globally, they must assess the capability of service providers, while introducing new products
in the market, to also be able to provide support services for multiple markets and delivery channels in the future, in addition to current
requirements

The service provider assessment in this report should not be considered in isolation; buyers should choose a service provider
based on their context and unique considerations


In this report, Everest Group conducted a data-driven objective assessment of 12 BFSI BPO service providers across key dimensions
such as scale, scope, technology, and delivery footprint. While it is a useful starting and reference point to evaluate different BFSI BPO
service providers, the results from the assessment may not be directly prescriptive for each buyer. Service providers that fall into the
“Leaders” category do not automatically become the natural choice. Buyers will have to consider their unique situation and requirements
and match them against service providers’ capability to meet their specific requirements. Some of the softer aspects, such as cultural
compatibility and flexibility to meet buyer requirements, are also important considerations that buyers may have to take into account in
their service provider selection process
Copyright © 2012, Everest Global, Inc.
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Everest Group
Leading clients from insight to action
Everest Group is an advisor to business leaders on the next generation of global services with a worldwide reputation for helping
Global 1000 firms dramatically improve their performance by optimizing their back- and middle-office business services. With a
fact-based approach driving outcomes, Everest Group counsels organizations with complex challenges related to the use and
delivery of global services in their pursuits to balance short-term needs with long-term goals. Through its practical consulting,
original research, and industry resource services, Everest Group helps clients maximize value from delivery strategies, talent and
sourcing models, technologies, and management approaches. Established in 1991, Everest Group serves users of global
services, providers of services, country organizations, and private equity firms in six continents across all industry categories. For
more information, please visit www.everestgrp.com and research.everestgrp.com.

Dallas (Corporate Headquarters)
info@everestgrp.com
+1-214-451-3000

Toronto
canada@everestgrp.com
+1-416-865-2033

New York
info@everestgrp.com
+1-646-805-4000

London
unitedkingdom@everestgrp.com
+44-207-129-1318

India / Middle East
india@everestgrp.com
+91-124-496-1000

Stay connected
Websites

Twitter

Blogs

www.everestgrp.com
research.everestgrp.com

@EverestGroup
@Everest_Cloud

www.sherpasinblueshirts.com
www.gainingaltitudeinthecloud.com

Copyright © 2012, Everest Global, Inc.
EGR-2012-11-E-0783

9

About Genpact

Genpact Limited (NYSE: G), a is a global provider of business process management and technology
services, leverages the power of smarter processes, smarter analytics and smarter technology to help its
clients drive intelligence across their enterprise. Genpact’s Smart Enterprise Processes (SEPSM)
framework, its unique science of process combined with deep domain expertise in multiple industry
verticals, leads to superior business outcomes. Genpact’s Smart Decision Services deliver valuable
business insights to its clients through targeted analytics, reengineering expertise, and advanced risk
management. Making technology more intelligent by embedding it with process and data insights,
Genpact also offers a wide range of technology services. Driven by a passion for process innovation and
operational excellence built on its Lean and Six Sigma DNA and the legacy of serving GE for more than
15 years, the company’s 60,500+ professionals around the globe deliver services to its more than 600
clients from a network of 74 delivery centers across 20 countries supporting more than 30 languages.

For more information, visit www.genpact.com.
Follow Genpact on Twitter, Facebook and LinkedIn.
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