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Background of the research

Scope of this report:
Geography Industry Services
UKI All industries Business Process

Services (BPS)

BPS industry has grown steadily in the UK and Ireland (UKI) over the last couple of decades. Through this journey, the industry has gone through steady evolution in terms of service 
portfolios, value proposition, as well as business models. However, the UKI BPS market growth faced double headwinds of Brexit and the COVID-19 pandemic in the last 12-18 months. 
While the market is expected to rebound over the next few years, it is important for service providers as well as enterprises to assess their directional accuracy and strategic intent, bearing 
in mind the rapidly evolving business environment in the UKI as well as globally. 

As a matter of fact, it is well known that opportunities often take shape through the chisel of disruption. Hence, this is an opportune moment to reassess the underlying opportunities in the 
UKI BPS landscape. This would require a closer and nuanced inspection of the growth potential, emerging demand drivers, evolving sourcing models, key challenges faced, and the overall 
competitive landscape. Such an exercise will enable decision makers on both sides to make informed strategic decisions and corresponding capital allocations along the dimensions of 
people, process, and technology.

In this report, we will answer the following key questions related to the BPS market in the UKI:
 What is the outlook of the market?
 What are the key growth drivers and underlying trends?
 Which BPS segments hold better promise of growth?
 Who are the key service providers in the market?
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The UKI BPO industry is expected to see significant growth, driven by industry segments such as life sciences and BFS, as well as an 
emerging demand for outsourcing in next-generation horizontal services such as content moderation, marketing, consulting, and automation 
services.

Some of the findings in this report, among others, are:

The UKI enterprises have significantly increased focus on digital capabilities post COVID-19 and Brexit to ensure business continuity, cost 
reduction, and enhanced customer experience. Digital initiatives by enterprises have been prioritized and enterprises are open to partnering 
with third-party providers to help them on this journey.

Digital consideration at center of 
sourcing decisions

Incumbents, such as Accenture, TCS, and Capita, enjoy a dominant position in several key segments; however, smaller players have
started eating into their command on the market by offering digital offerings that promise significant improvement on cost and quality of 
services. 

Digital as a great leveller

There is an increased opportunity to collaborate with hyperscalers / big tech to offer cloud platform-based BPS solutions.BigTech digital and cloud play

Through this report, Everest Group takes a close look at the growth potential, emerging demand drivers, evolving sourcing models, key challenges, and the overall competitive landscape of 
the BPS outsourcing market in the UKI. 

Secular growth trends across 
traditional and emerging segments

Overview and abbreviated summary of key messages

While Brexit and COVID-19 have had an adverse impact on several industries, it is also expected to create an opportunity for third-party 
service providers, as enterprises grapple with increased regulations and compliance work, increased cost pressures, and falling talent 
availability issues. Industries such as financial services and manufacturing are expected to see increased outsourcing in the near future.

Increase in cost and compliance 
pressure in post Brexit UKI
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Key drivers for BPS outsourcing Market composition by horizontal BPS segments

Market composition by industry specific BPS segments Service provider landscape

This study offers three distinct chapters providing a deep dive into key aspects of UKI BPS 
market; below are four charts to illustrate the depth of the report
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