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BPM still perceived as voice-based call centre industry

India’s business process management
(g}‘ ustry is in a state of transition,

m a voice-based system to one
1 wides transformational services

through voice, email and social media,
says KS Viswanathan, vice-president, in-
dustryinitiatives, Nasscom. Viswanathan,

sourcing market and the country will
continue to be thedominant player in the
next decade.

‘The industry is ready to adapt to the
new technologies. And technology will
change in the area of analytics, with a
huge amount of digitisation and con-

isati i lewantto

as Wipro, Dell and the Azim Premji Foun-
dation, spoketo Anand J about the indus-
try’s leap towards the $50-billion mark
by 2020.Bxcerpts

The BPM Strategy Summit 2014 was
held in Bangalore over September 16-
17. What was the agenda for this year?
‘WeusedtodothisinGurgaon, butwecame
toBangalore this year. The BPM industry
is currently about $20 billion in revenue,
and we feel it will grow to $50 billion by
2020. The industry currently employs 1

do personalisation to target customers
better, thus cutting down the marketing
budget and enhancing consumer experi-

ence. The entire credit modelling for a
banking customer and his spending
habits is done through analytic capabili
ties so that the bank can offer discounts.
Analytics is thus a big capability for the
BPM industry now. We are gettingall the
international clients on one platform to
discusshow the evolution ishappening in
the global market and its impactas well as

‘what service providers in India cando o .

‘million, of whom37% andit i

1.7milli 3
Over the past decade, the industry has
movedfromavoice-based processingsys-
tem to one that provides transformation-

from model toan out-
ccome-based model.

The IT semces lndustry has beell try-

of email, chal social med)a, etc. The eth-
er chan

sionforsmartcities: nrsmartgovermnce

ture delivery model; globally, cllenma.re
trying to leverage some of these func-
tionstorobotics.

Which new markets will open up for
the Indian BPM industry?

The industry is on the verge of exploiting
the exploding global market. After cater-
ing to Fortune 500 companies; it could tar-

ecretaries
of various states to address the summit.
We are already experienced in providing
analytics to US government services
through our various clients. The next
stage is government applications for citi-
zenservices inIndia.

What is the talent outlook for
Indian BPM?

still not

Lastyear, i ve) Nielsento

with

someof theirservices. Thatitself isahuge
market. Themarketis movingtowards so-
cial, mobileandanalytics. North America
constitutesthetraditional marketand will
continue to be big. The financial sector,
hospitality and airline were big support-
ersof theBPM industry. Retail isanew in-
dustryfor the sector.

hy the indus-
try. Around 10, 000 people from Tier 1, 2
and 3 cities were surveyed. Most people
didn't know the various career opportu-
nities the industry offered — it was still
perceived as a voice-based call centre in-
dustry.Itisnota question of talentshort-
age, butare we creating the talent pool re-
quiredfor the industry?
Weareworkingwithvariouscollegesto

at

tandvoicepro-

but tech

The de ic industry is estimated at $2

cessing have been

email, chatandsocial media. India today
commandsclose to35% of the globalout-

ity of manpower. Will !he BPM lndus—

supporti
d\lery isfarahead of '.heresm( the world

ing being the biggest segments. The new
segment we want to focus on is aligned

the sector:
Threeyearsago,attritionusedtorunhigh
at45% whereas it is below 30% now. Com-
peting countries like the Philippines do*
only vanilla voice-based service
whenever it is more than voice, the centre
Mt il

try also be able to do

with Pris Modi’s vi-




