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BPO growth engine
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Training & Resourcing solutions to deliver results…

HR practices in BPO organizations vary widely yielding 
varied results

SourcingSourcing

SkillingSkilling

PerformancePerformance

AttritionAttrition

LeadershipLeadership

• “3 in 100” to “1 in 10”
• Pre-selection
• Outstation
• Different profiles

• Hire experienced
• Hire with pre-training
• 2 weeks to 2 months
• Inhouse/outsourced

• Varied

• 3% annually to 10% monthly
• Plan attrition
• Reduce attrition

• Develop internally
• Hire from other industries
• Promote on performance (motivation tool)
• Promote on potential

A wide spectrum of 
approaches… Degree of 
success varying 
significantly
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SourcingSourcing

SkillingSkilling

PerformancePerformance

AttritionAttrition

LeadershipLeadership

SystemsSystems

The HR issues are strongly interlinked

Training & Resourcing solutions to deliver results…

Building a robust supply chain is central to sustainable 
industry growth and requires systematic effort
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Training & Resourcing solutions to deliver results…

MEETING THE TRAINING REQUIREMENT OF THIS MAGNITUDE NEEDS 
CONCERTED EFFORT AT THE INDUSTRY AND INSTITUTIONAL LEVEL 

IT INDUSTRY EXAMPLE

400,000 
direct jobs 

in  IT 
industry

IT education in 
thousands of 

schools at district 
level

Industry & govt. 
recognized 

certifications at 
vocational level 

(>10,000 institutes)

Degree and post 
graduate courses

How does the ITES How does the ITES 
industry compare?industry compare?

Training & Resourcing solutions to deliver results…

The ‘Talent Funnel’ for front-line ITES jobs

• Graduate
• Basic communication 

skills
• Aspiration fit (benefits, 

lifestyle, growth)

• Applying for 
ITES jobs

• Selected by 
ITES 
companies

100% 10% 2%2.5%
+
50%
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Training & Resourcing solutions to deliver results…

We should focus on the ‘leverage points’ at each 
stage of the Funnel

Total 
Population

Addressable 
population

Interested 
population

Employable 
population

• Spoken English and service 
skills training programs in 
colleges

• Market ITES industry as a 
career option (Campus road 
shows, Recruitment fairs)

• ‘Bridge’ training for marginal 
candidates

• Attract and facilitate new/non-
conventional segments (e.g. 
older age, disabled) – skill 
standardization, training 
options

• ITES oriented diplomas and 
degrees

• Spoken English programs in 
schools


