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BPO in India has proven to be 
one of the great success stories 
over the recent past.
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Not too long ago, companies outsourced 

operations only to reduce operational costs. 

However, now, companies rely on outsourcing 

as a strategic move, to get an edge on their 

competitors while also extending their global 

reach.

But often, companies overlook the additional 

benefit of generating higher customer 

retention rates through the development of 

superior, integrated front office and back-

office processes that support better customer 

experiences. The combination of innovative 

practices, intelligent and talented subject 

matter experts, and speedy execution leads to 

improved experiences, and increases customer 

retention. The new omnichannel experience 

is not only consistent across channels but is 

consistent across back-office and front office 

operations as well.

Companies are looking for Business Process 

Outsourcing (BPO) partners with records of 

innovation, as well as the potential to increase 

customer satisfaction. But companies also 

want to ensure that their BPO operations are 

in optimal locations. BPO in India has proven 

to be one of the great success stories over the 

recent past, helping clients achieve success all 

over the world. Teleperformance, the worldwide 

leader in customer experience management 

has worked in India for over 15 years and can 

help you develop the right BPO processes for 

your business. 



The Advantages of BPO

Many companies are making strategic adjustments at organizational and 
operational levels. Companies are looking to take advantage of technology, 
by using digital and automation capabilities to build smarter offices and 
create more customer satisfaction. This is the next stage in the evolution of 
the digitally driven front office coordinated with back-office processes in 
order to deliver a seamless omnichannel experience. 

Companies want partners that not only offer a strategic path to the next 
level but also help them to maintain quality, control and security in their 
front and back-office operations, and to create revenue growth as a result 
of integrating customer experience management. There are numerous 
advantages to using a BPO strategy to improve operations and customer 
experience including:

Obtaining specialized skills 
through organizations with 
the potential to procure 
talent that already boasts 
the know-how required 
to meet and exceed 
expectations

Allowing 
concentration 
on core 
business 
functions

Controlled 
spending and 
potential for 
large savings

It is not difficult to understand how India has 
become one of the world’s favored market for BPO 
companies because of its huge talent pool of skilled, 
English-speaking professionals and low labor costs. 
The population is highly skilled and increasingly 
educated. By 2020, 12 percent of all college 
graduates globally will be from India.1 
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1. OECD, Education Indicators in Focus. 
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BPO in India

India’s large population composed of a talented, English-
speaking workforce gives the country a competitive advantage 
against other countries that excel in BPO. India ranks fourth 
in Asia on English proficiency, according to the EF English 
Proficiency Index. It is also on its way to becoming the country 
with the largest and youngest employable population in the 
world. The BPO sector employs over 1 million people in India 
and the country has 25 years of experience as a center of 
BPO. It is now experiencing 10 percent annual growth with its 
government investing heavily in technology that keeps the 
$108-billion-per-year BPO sector running2.

2. “South China Morning News. Can India’s IT Sector Survive in a World of Uber and Trump? March 2017.

Teleperformance has worked in India since 2001. Teleperformance in India was recognized as 
the number one BPO to work for in India for 10th time in 2018. Named as the Best Place to 
Work For in India by Great Place to Work® Institute five times and the Aon Best Employer five 
times.  
 
Our workforce in India makes the difference, and provides services in 13 languages that 
support better customer experiences including the U.S., U.K., Canada, India, U.A.E., Europe, 
Hong Kong, Singapore, Colombia, Macau. We have the latest technology to ensure that back-
office operations are efficient for our clients. We strategically design our products to enhance 
customer experience. Teleperformance handles back-office operations and programs for a 
variety of industries locally in India, and more than 200 programs globally.

Teleperformance in India and BPO solutions
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TELEPERFORMANCE
IN INDIA

since 2001

We provide services in
13 languages

A people-centric approach for its 
back-office operations that has 
helped enterprises strengthen 
corporate performance.

We manage process automation that 
uses modeling, execution, control, 
measurement, and optimization of 
business flows to ensure integration 
among business processes.

Sites in India are centrally 
located. This allows our 
employees to save almost seven 
hours of commute time each week.

Back-office operations and 
programs for a variety of 

industries locally in India, and 
more than 200 programs globally.

We have created different kinds of 
solutions that incorporate holistic 

technology and process and 
people-focused strategies to ensure 
an improved customer experience.

In 2018, we were recognized as 
the Global Aon Best Employers, 

a 5th time recognition from Aon 
for being consistently agile as an 

organization.

Our solutions have helped 
numerous clients achieve 
exceptional results.

Teleperformance’s sites in India are centrally located, 
making them accessible to public transportation, 
and strategically placed in non-metro areas. This 
allows our employees to save almost seven hours 
of commute time each week, which makes for more 
productive work hours, as well as more work-
life balance opportunities that lead to happier 
employees. These factors can allow our clients to 
achieve significant cost savings.

Teleperformance in India has developed a people-
centric approach for its back-office operations 
that has helped enterprises strengthen corporate 
performance. We manage process automation that 
uses modeling, execution, control, measurement, 
and optimization of business flows to ensure 
integration among business processes. We have 
created different kinds of solutions that incorporate 
a holistic technology and process and people-
focused strategies to ensure an improved customer 
experience. Our improved processes make it easier 
to identify common issues hindering productivity, 
creating solutions for low First Contact Resolution 
and back-office inefficiencies. 

With a portfolio that includes omnichannel 
operations supported by multiple back-office 
products such as Back-Office Case Management, 
Back-Office Order Management, Back-Office Fraud 
Prevention and Back-Office Chargeback, to name a 
few, Teleperformance has expertise in the diverse 
business operations across several industries and has 
worked to improve and establish best practices in 
each one.
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Teleperformance provides a 
fully integrated approach to 
BPO innovation by putting those 
pieces into place, and truly 
empowering companies to adopt 
best practices based on the best 
information and using the best 
technology. The following are 
examples of how we ensure 
superior quality and outcomes in 
our BPO operations. 

Analytics

Business processing systems – whether designed for bill payment, 
transaction processing, or other procedures – seek, create and have 
access to vast amounts of data. As handlers of these vast quantities of 
data, BPOs are able to mine the information and discover meaningful 
patterns through careful examination. Data analysis is performed through 
application of statistics, computer programming and operations research. 
Companies can then use the insights provided by these analytics to better 
understand their customers, their business practices and forecast trends.

Business Process Automation

Efficiency and productivity have always been central benefits and unique 
strengths of BPO. There is no channel that offers both to such a high 
degree as business process automation. This involves the mechanization 
of complex business functions through robotic process automation, also 
known as RPA.

This type of automation can significantly increase productivity. What’s 
more, it can integrate fully and automatically into front office processes, 
streamlining the connections and work synchronization between front and 
back-office systems.
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Examples

Our technology, processes, and 
people-centered strategy has 
helped deliver outstanding 
outcomes for numerous major 
multinational corporations. Some 
of our successes include: 

For a major healthcare company, based on front and back-office integration and process redesign, 
Teleperformance has achieved:

30% Cost Reduction 

 58% Productivity Increase

Copyright © 2018 Teleperformance SE all rights reserved.
Complete or partial external use or reproduction is strictly forbidden.

Teleperformance implemented a strong customer care and onboarding programs for a major new 
economy company. Through motivated agents, dedicated program resources, and a continuous 
improvement environment and commitment, we helped deliver the following results: 

99% Quality Scores

24% Response Time Improvement

54% Productivity Increase

Based on technology and operational best practices implemented. 
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BPO in India Makes a Difference

Companies all around the world are seeking to build loyalty and provide 
exceptional services for their customers. One way to reach these goals is 
to develop the right BPO strategy, in order to increase productivity, reduce 
spending, and improve outcomes. Teleperformance, the worldwide leader in 
customer experience management has worked in the BPO market in India for 
over 15 years. We have the tools, processes, and team to help you achieve your 
desired outcomes. Contact us today in order to learn more about how we can 
help you develop and implement a BPO operation in India.
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About Teleperformance
Worldwide Leader in Omnichannel Customer Experience

We are the worldwide leader in outsourced omnichannel customer experience management. 
Teleperformance connects the biggest and most respected brands on the planet with their 
customers by providing customer care, technical support, customer acquisition, digital 
solutions, analytics, back-office and other specialized services to ensure consistently positive 
customer interactions.
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About

BPO non-Interaction
Back-office is a crucial part of customer experience lifecycle. Timewasting processes can impact 
negatively the overall perception of your brand. We understand that an efficient customer care 
strategy is based on the integration of back-office and front office processes. 

And that is how Teleperformance can bring value to your business; as the global leader in 
outsourced Omnichannel customer experience management we can provide integrated end-to-end 
solutions focused on customer satisfaction.
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For more information:

Follow us:
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