


How They Fared

BPO’s Growth Story

Company Empex | Rank 2006 Company Employee | Employee %
Score size 2005 | size 2006 | Growth
2006 Genpact 12,363 | 15,774 27.6
4 . 1 -
ete 88.8 Wipro BPO 15207 | 15,746 35
vCustomer Corporation 83.9 2
HCL BPO 4,372 7,610 741
Wipro BPO 80.8 3
ICICI 27 7 4.2
E— 803 1 CICI One Source 5,278 ,083 3
Ajuba Solutions 79.8 5 24/7 Customer 4,950 6,345 28.2
HCL BPO 79.4 6 Sutherland Global Services 5,949 6,118 2.8
OfficeTiger Database 78.3 7 EXL Service.com 3,983 5,486 31.7
ICICI One Source 78.0 8 Transworks Information Services 3,151 3,645 15.7
Tata Consultancy Services 75.9 9 vCustomer Corporation 2,400 3,000 25.0
24/7 Customer 5.8 10 OfficeTiger Database 1,957 2,880 472
Sutherland Global Services 74.0 " SlashSupport India 1.200 2 550 112.5
EEEle ey U 12 Tata Consultancy Services 1,749 2,478 41.7
EXL Service.com 72.6 13
AXA Business Services 1,590 2,173 36.7
SlashSupport 71.2 14
- - Brigade Corporation 874 1,703 94.9
Transworks Information Services | 68.8 15
AXA Business Services 68.5 16 E0 1,331 Ly 215
Motif India Infotech 68.1 17 Ajuba Solutions 545 880 B1.5
Keane Worldzen 67.5 18 Integreon 580 830 43.1
Cambridge Solutions 65.8 19 Cambridge Solutions 474 693 46.2
Integreon 65.8 19 Keane Worldzen India 321 597 86.0
Three of the top five BPOs are new entrants this year. So are all the Motif India Infotech 397 309 -22.2
others except Motif. )
P Most participants have ramped up quite agressively in the last one year. While SlashSupport
?ef;:ts)edktu ;l)aTrtlclr]asl’e.l l:[I.SBC’ ’LBM DakEsh,lHero ITeS’\,"II’TroSgeont,SKarvy, has nearly doubled its capacity, Brigade Corporation and Keane Worldzen too have grown by
L oyc 2 |ons_, (o (ST IR SIS 95% and 86% respectively in employee size. The only exception is Motif which has reduced its
WNS, TWS Holdings and Aegis BPO strength, and has also seen satisfaction levels dip
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of growth opportunities in the organi-
zation, migration to more stable work
environments and, most importantly,
search for higher pay-scales. Nearly
35% of the respondents said that they
would leave a company for better
compensation while nearly 26% cited
better growth opportunity as the rea-
son for joining a new job. According
to industry insights, salary is really a
hygiene factor today, which is used
more as a reason to justify frequent
job hopping. In reality, the trigger
point to join and leave an organiza-
tion is not compensation.

Source: DQ-IDC BPO E-SAT SURVEY 2006
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To counter each of the above,
organizations have been focusing
minutely on designing and imple-
menting best-in-class retention strat-
egies. The most far reaching yet im-
plicit strategy being adopted by service
providers is that of repositioning the
BPO industry as an attractive long-
term career option, so far considered
a ‘stop-gap’ solution for fresh gradu-
ates: The target employee segment.
Companies have devised unique
strategies to retain employees. Some
of these are defined career paths; tie-
ups with educational institutes for
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Source: DQ-IDC BPO E-SAT SURVEY 2006

post-graduation programs subsidized
by the service-provider; informal anti-
poach agreements with competitors;
cross-functional training; perform-
ance-linked remuneration; tenure-
linked bonuses; recognition schemes
and flexible working hours.

However, service-providers assert
that for the image makeover of the
industry to fructify, solitary efforts
are inadequate. The industry needs
to collectively make compelling ef-
forts in this area. In their individual
capacity, however, service-providers
are striving to reinforce the power of
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