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Strategic Implication (So What?)
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High Process Expertise,
High Tech Capabilities

Tech Giants
(Accenture, IBM, TCS)

High Tech, High Cost.
End-to-End Transformation.

Threat: High-Value Slice /"

High Process Expertise,
Low Tech Capabilities

Specialists
(ADP, Genpact)

Deep Vertical Expertise,
Process-centric.
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Vertical BPaa$S
(Tech + Process Niche)
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Low Process Expertise,
Low Tech Capabilities

Tech Capabilities (Low = High)

Generalist BPO (Incumbents)
High Scale, Labor-centric.

A\ RISK ZONE: Squeezed in Middle
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Core Recommendation: Focus on Finance & Healthcare
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Revenue Model Change: Shift from FTE (Time & Material) to Outcome/Transaction-based

pricing.
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The time for the pivot is now.
Invest in Technology, Talent, and Vertical Expertise.

2024 Strategic Report
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