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BPO TRENDS IN EUROPE

The global business environment is in
constant shift. As organizations adapt
to changes triggered by socioeconomic,
geopolitical and environmental factors,
the expectations from business process
outsourcing are also changing. Enterpri-
ses analyze the impact of changes to their
business and adapt to new ways of wor-
king. The objective of such analysis is to
utilize the effects of changes towards im-
proving operations, reducing costs and
maximizing profits. Organizations are
constantly seeking new opportunities,
capabilities, enhancements and value ad-
ded services through outsourcing.

In contrast to traditional transactional
process outsourcing (i.e.: finance and ac-
counting) modern enterprises are focu-
sing more on areas such as knowledge
process outsourcing, big data analytics,
software robotics and intelligent auto-
mation. The adaptability to the changing
environments will tremendously help or-
ganizations to gain more, through world
class services, superior competences and
latest advancements in the industry.

Although cost savings still is a key dri-
ver for outsourcing, attributes such as
process quality improvement, access to
superior domain expertise, outstanding
analytical capabilities, high level of au-
tomation, transparent & streamlined ser-
vices, and sustainable growth are key dri-
vers for next generation Business Process
Outsourcing.

The emerging trends in business pro-
cess outsourcing within Europe are:

Cloud computing and mo-
bile technology

Cloud computing provides universal ac-
cessibility opportunities. Users could lo-
gin to software/ programs independent
of the location, device or technology. It
gives a great degree of freedom and po-
werful integration capabilities. Further-
more, license based pricing models pro-
vide better control and flexibility. As a
result of cloud computing, the infrastruc-
ture investment needs are decreased.
This in turn facilitates Saas (Software as a
Service) and Bpaa$ (Business Process as a
Service). The flexibility of data access and
reduced costs are key benefits.

Vertical outsourcing

Vertical outsourcing refers to managing
end to end chain of a function through
an outsourcing partner. This ensures that
all steps in a specific process are outsour-
ced and managed. As an example, the
vertical outsourcing of Purchase to pay
process starts with invoice scanning,
ends with the payments handling, and in-
cludes all functions in-between. Vertical
outsourcing delivers high value through
consolidated services, and therefore, has
a tangible business impact.

Big data analytics

The quantity of data related to a business
process is extensive. Enterprises require
large volumes of data to be analyzed, ex

The Outsourcing Journal “NEARSHORING EUROPE EDITION Q4/15” All rights reserved.

Page 3



BPO TRENDS IN EUROPE

tracted and converted to mea-
ningful information. The cont-
ent adds high value in business
process performance analysis
and process improvements.
Furthermore this consolidated
information would be utilized
in organizations decision ma-
king processes. Through big
data management, enterprises
could better process transpa-
rency, visibility and control. It
would lead to improved and
streamlined operations, com-
plemented by tangible busi-
ness impact.

Impact of social me-
dia

Social media is an integral part
of the modern business opera-
tions. In outsourcing, the acti-
veness in social media is highly
important. It is an enabler in
establishing new synergies and
cross border co-operation. It
is also a platform to share fee-
dback, reviews and opinions.
Furthermore, social media pro-
vides opportunities in business
development, operational im-
provements and creating a su-
perior customer experience.

Crowdsourcing

An innovative trend, crowd-
sourcing refers to obtaining

services from a group of per-
sons, instead of depending
on specific suppliers and fixed
contracts. This is made possib-
le through online communica-
tions and social networking.

Demand driven virtual teams
are established based on com-
petence, availability and ca-
pabilities. The group performs
tasks as defined. Once objecti-
ves are complete, the team dis-
perses. It is a novel trend and
is gaining interest. Through
effective management, crowd-
sourcing delivers results faster,
cheaper and possibly with bet-
ter quality.

Sustainable outsour-
cing

More and more European bu-
sinesses are focusing on long
term performance and sustain-
ability of operations. Corpo-
rate and social responsibility,
environmental impact of ope-
rations, and consistent econo-
mic growth are key attributes
which companies focus on. The
expectation towards outsour-
cing service providers is also to
focus on sustainability issues
and provide value added ser-
vices.

The alignment of corporate
strategy and business ethics

between outsourcing service
providers and potential custo-
mers would deliver long term
benefits and successful co-ope-
ration opportunities.

Based on the analysis, the la-
test trends of outsourcing are
geared towards customer cen-
tric services with high degree
of flexibility and tailoring pos-
sibilities. Mobile technology,
cloud computing and self-ser-
vice options are growing in
demand. Furthermore, tradi-
tional transaction based pro-
cess outsourcing is becoming
outdated. Customers are now
interested in full end-to-end
outsourcing, and related value
added, knowledge based ser-
vices.

As a result, the potential for
cost savings is higher and the
value generation is significant.
The influence of social media
and crowdsourcing further
contribute towards maximi-
zing benefits.

Through  business  process
outsourcing, enterprises ex-
pect value beyond cost sa-
vings. Although cost optimi-
zation has been a motivator,
organizations are now looking
for additional benefits such as
access to world class technolo-
gies and processes, specialized
knowledge on business opera-
tions, functional improvements
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to gain better market and industry leadership, and opportunities to generate strategic growth. There
is also high focus on corporate social responsibility and sustainable development. These are key in-
sights and emerging trends of business process outsourcing in Europe.
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