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Introduction

The dynamic nature of IT-BP services industry presents
both opportunities and challenges for service providers,
demanding an in-depth understanding of emerging
trends, evolving forces, and shifting competitive
landscapes. Forces and Foresight™, a comprehensive
report, is designed to empower IT-BP service providers
with the critical intelligence needed to navigate this
dynamic environment.

This Business process services (BPS) edition of the report
addresses four key questions that strategic stakeholders
struggle to find answers to:

e Where do | stand compared to my close competition in
terms of growth?

® Where is industry growth headed in the foreseeable
future? Why?

/I;erest Group®

e Which segments provide opportunities to grow faster
than the industry? Why?

e How am | doing in these segments compared to my
competition?
Forces & Foresight provides in-depth financial forecasts
for the services industry, examining ongoing evolution,
growth drivers and obstacles, and margin insights. Unlike
high-level industry overviews, we offer original quantitative
predictions across segments to support strategic planning.
Our research takes a balanced, objective view of industry
trends, incorporating both positives and negatives. We go
beyond enthusiastic evangelism to provide critical analysis
and thorough insights. Our goal is to arm leaders with
intelligence, not persuasion.

Scope of this report

Segments: Customer experience
management (CXM), industry-specific
BPS, enterprise BPS and new-gen
services

Services: Business process
services (BPS)
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Overview and abbreviated summary of key messages

This report examines forces shaping the Some of the findings in this report, among others, are:

Business process services (BPS) industry Now — read of the market

and its 4 key segments — customer ¢ The BPS industry growth has stabilized over the last two quarters
experience management, industry-specific e \/olume recovery and secular pockets of growth in industry-specific BPS

BPS, enterprise BPS, and new-gen services.
Based on the relative strength of opposing
forces, we provide imperative foresight in

* Improvement in enterprise BPS, a segment which has shown resilience and is experiencing green shoots
Next — recovery ahead, albeit modest and uneven

o e Growth recovery in BPS will be driven by a turnaround in high-volume sectors (e.g., banking), growth in FCC,
form of forecasts (quantitative) and insurance, life sciences, and emerging markets (e.g., Japan, mid-market, private equity)

narratives (qualitative). e Recovery will be modest and uneven due to ongoing pressures on CXM, with cyclical challenges (volume shifts
offshore) and secular pressures (gen Al creating negotiation levers for clients)
Where does that leave the industry?

e We firmly believe BPS holds strong demand potential, driven by its role in cost optimization and rising wave of
integration between technology and enterprise operations — ensuring BPS remains afloat

e Near-term growth will face obstacles (described above), limiting broad-based growth potential of the industry

e Service providers must strategically assess account plans, portfolios, and market presence to outperform
industry growth
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This study offers four distinct chapters providing a deep dive into key aspects of business process
services industry; below are four charts to illustrate the depth of the report

The business process services (BPS) industry’s growth has bottomed out Our forecast implies a modest turnaround in industry growth in next 12 months
BPS industry growth BPS industry growth history and forecasts
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particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise or representation as to
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and/or Service is as of the date prepared, and Everest Group has no duty or obligation to update or revise the
information or documentation. Everest Group may have obtained information that appears in its Products and/or
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financials, estimates, and/or forecasts. Everest Group has not audited such information and assumes no responsibility
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