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This report focuses on banking BPO

1 Business-to-consumer relationships

2 Business-to-business relationships

 Retail financial services 

(B2C1)

– Cards

– Retail banking

– Lending

 Commercial banking (B2B2)

Banking

 Investment banking

 Asset management 

 Custody & fund 

administration

 Brokerage

Capital markets

 Life & pensions

 Property & casualty

 Reinsurance

Insurance

Banking, Financial Services, 

and Insurance (BFSI) 

Focus of this report

Note: This report covers vertical-specific BPO within the banking space. It does not include coverage of 

horizontal business processes such as F&A, HR, procurement, and contact centers
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XXX (page 1 of 6) 

Banking BPO – overview

2013 2014 2015

Revenue (US$ million) XXX XXX XXX

Number of FTEs XXX XXX XXX

Number of clients XXX XXX XXX

Recent acquisitions and partnerships

 2016: Partnership with Automation Anywhere, a company that develops 

robotic process automation and testing software, to accelerate advanced 

automation and robotics solutions

 2014: Partnership with GT Nexus, a global trade and supply chain 

management platform 

 2014: Partnership with Urban Lending Solutions for onsite BPO delivery

 2014: Partnership with SunGard GETPAID, a fully-integrated platform for 

receivable management

 2014: Partnership with Coupa, a provider of cloud spend solutions 

Recent developments

 Awarded a major contract with a leading credit card company for 

customer support services

 Awarded a major contract with a Fortune 500 banking company for legal 

and back-office services

 New geography (Singapore): Delivering analytics support for a pan-

Asian banking giant

 Established a Joint Venture (JV) with a large provider in Colombia to 

enable nearshore Spanish-language capability

Suite of services

 Cards

 Commercial banking

 Lending

 Retail banking

Company overview

XXX is a leading operations management and analytics company that 

looks to drive business impact through integrated services and industry 

knowledge. XXX provides operations management, decision analytics, and 

technology platforms to organizations in insurance, healthcare, banking & 

financial services, utilities, travel, and transportation & logistics, among 

others. XXX has been in business since 1999, and has approximately 

24,000 professionals in locations throughout the United States, Europe, 

Latin America, Australia, South Africa, and Asia.

Key leaders

 XXX, Vice Chairman & Chief Executive Officer

 XXX, President & Chief Operating Officer

 XXX, Head, Banking & Financial Services

 XXX, Vice President, Capital Markets

 XXX, Head of Sales, BFS

 XXX, Head, Decision Analytics

Headquarter:

Website:

Source: Everest Group (2017)



Copyright © 2017, Everest Global, Inc.

EGR-2017-11-PD-2068
7

XXX (page 2 of 6) 

Banking BPO – key delivery locations

New York

London

Gurgaon Noida

Bengaluru
Kochi 

New Jersey

Cebu

Source: Everest Group (2017)
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XXX (page 3 of 6) 

Banking BPO – capabilities and key clients

Banking BPO number of contracts 

by buyer size1

Number of active contracts

Banking BPO FTE split by delivery 

location

FTEs in numbers

Banking BPO revenue mix by 

geography

Revenue in US$ million

Banking BPO FTE mix by segment

FTEs in numbers

Key banking BPO engagements

Client name LoB Region Client since

XXXX Cards XXXX 2012

XXXX Retail banking XXXX 2011

XXXX Cards and retail banking XXXX 2011

XXXX Cards, lending, and retail banking XXXX 2010

XXXX Retail banking XXXX 2008

XXXX Commercial banking XXXX 2006

XXXX Commercial banking XXXX 2001

XXXX Lending XXXX 2001

Offshore

100% = XX

Cards

Lending

Onshore

United Kingdom

North

America

Large

100% = XX 100% = XX 100% = XX

Others (X%) Small
Commercial banking

Retail

banking

Continental 

Europe

(X%)

MEA

(X%)

1 Buyer size is defined as large (>US$10 billion in revenue), medium (US$5-10 billion in revenue), and small (<US$5 billion in revenue)

Note: Based on contractual and operational information as of December 2015

Source: Everest Group (2017)
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XXX (page 4 of 6)

Banking BPO – technology solutions/tools

1 Not Available

Source: Everest Group (2017)
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XXX (page 5 of 6)

Banking BPO – risk management & regulatory reporting

Risk management support Details No. of BPO clients

Credit risk 5

Operations risk Operational risk assessment, risk and control self-assessment, vendor management, and risk 

standards implementation

5

Market risk Basel compliance: Internal ra 3

Liquidity risk 3

Regulatory risk 7

Regulatory reporting support List of regulations Description No. of BPO clients 

U.S. regulations 3

UK regulations 3

EU regulations European Central Bank and European Banking Authority 1

1 Not disclosed

Source: Everest Group (2017)
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XXX (page 6 of 6)

Everest Group assessment

Delivery capability

Market successScale Scope

Technology

and innovation Delivery footprint Buyer satisfaction Overall

 Driven by robust analytics capabilities and process excellence, XXX 

secured the position of Major Contender on the Everest Group PEAK 

Matrix

 Although a somewhat late entrant in the banking BPO space, XXX has 

started showing signs of increased traction among buyers

 Willingness to go the extra mile and strong relationship management 

driven by high leverage of business executives instead of sales 

managers were indicated as key strengths by buyers

 XXX’s portfolio of core banking technologies is somewhat lacking 

compared to its peers in the industry, and a large set of its capabilities 

are centered around operational expertise and analytics

 Buyers also indicated that although XXX is strong on relationship 

management and flexibility aspects, its capabilities in providing 

innovative and value-added services are suspect

 Going forward, XXX should forge technology partnerships in order to 

better serve core banking deals, with analytics providing the 

differentiation layer

Strengths

Leaders Major Contenders Aspirants

Measure of capability: Best-in-class Very high High Medium high Medium Medium low Low Not mature

Areas of improvement

Source: Everest Group (2017)
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BFSI BPO research calendar

Topic Release date

L&P Insurance BPO Service Provider Landscape with PEAK™ Matrix Assessment August 2016

P&C Insurance BPO Annual Report September 2016

Banking BPO Annual Report 2016: Riding on the Digital wave and Advancing in Automation September 2016

L&P Insurance BPO Service Provider Profile Compendium November 2016

Capital Markets BPO Annual Report November 2016

L&P Insurance BPO Annual Report November 2016

Retail Banking BPO – State of the Market with PEAK Matrix™ Assessment 2016: 

Analytics and Innovation at the Forefront in Challenging Times December 2016

P&C Insurance BPO Service Provider Profile Compendium December 2016

Capital Markets BPO Service Provider Profile Compendium January 2017

Banking BPO Service Provider Profile Compendium January 2017

P&C Insurance BPO Service Provider Landscape with PEAK™ Matrix Assessment Q1 2017

Banking BPO Service Provider Landscape with PEAK™ Matrix Assessment Q2 2017

P&C Insurance BPO Annual Report Q2 2017

P&C Insurance BPO Service Provider Profile Compendium Q2 2017

Published Current
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Additional BFSI BPO research references

The following documents are recommended for additional insight into the topic covered in this report. The recommended documents either 

provide additional details on the topic or complementary content that may be of interest

1. Capital Markets BPO – Service Provider Profile Compendium 2016 (EGR-2017-11-R-2052); 2017. The objective of this compendium is to provide 

key stakeholders a snapshot of the offerings and capabilities of the 14 major capital markets BPO service providers. Specifically, the report allows for 

comparison of the service providers on their areas of strength and development. It helps current and potential buyers of capital markets BPO services 

to assess the service providers on the capabilities that they desire.

2. Banking BPO – Service Provider Landscape with PEAK Matrix™ Assessment 2016 (EGR-2016-11-R-1807); 2016. This report uses Everest 

Group’s proprietary PEAK Matrix to assess and rate service providers on various dimensions of their capabilities. It also discusses key emerging trends 

in the fast-growing banking BPO market

3. Banking BPO Annual Report 2016: Riding on the Digital Wave and Advancing in Automation  (EGR-2016-11-R-1941); 2016. This report assists 

key stakeholders (buyers, service providers, and technology providers) in understanding the changing dynamics in the banking BPO market and 

identifying recent trends and future outlook. In this backdrop, this report provides comprehensive coverage of the global banking BPO market including 

detailed analysis of market size & growth, buyer adoption trends, solution characteristics, and service provider landscape

4. Risk Management - Looking Beyond the Transactions, Credit Leading the Way (EGR-2016-11-R-1632); 2016. This study helps analyze the 

structure of various risk categories for major banks and financial institutions around the world. Against this backdrop, this study also provides an 

overview of the sourcing landscape for risk management functions with a key focus on third-party BPO service providers and their maturity levels 

across various risk categories

For more information on this and other research published by Everest Group, please contact us: 

Manu Aggarwal, Practice Director:

Parth Govil, Senior Analyst:

Robin Jain, Senior Analyst:

manu.aggarwal@everestgrp.com

parth.govil@everestgrp.com

robin.jain@everestgrp.com

Website: www.everestgrp.com | Phone: +1-214-451-3000 | Email: info@everestgrp.com

http://www2.everestgrp.com/reports/EGR-2017-11-R-2052
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http://www2.everestgrp.com/reports/EGR-2016-11-R-1941
http://www2.everestgrp.com/reports/EGR-2016-11-R-1632
mailto:manu.aggarwal@everestgrp.com
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About Everest Group

Everest Group is a consulting and research firm focused on strategic IT, business 

services, and sourcing. We are trusted advisors to senior executives of leading 

enterprises, providers, and investors. Our firm helps clients improve operational 

and financial performance through a hands-on process that supports them in 

making well-informed decisions that deliver high-impact results and achieve 

sustained value. Our insight and guidance empower clients to improve 

organizational efficiency, effectiveness, agility, and responsiveness. What sets 

Everest Group apart is the integration of deep sourcing knowledge, problem-

solving skills and original research. Details and in-depth content are available at 

www.everestgrp.com.
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