
India's success in the BPO industry is an old, yet 

cherished, story. The BPO sector employs around 2.8 

million people and its annual revenues are around $11 

billion. The rural BPO phenomenon in India started 

about five years ago. Since then outsourcing to rural 

BPOs or villages has been a catchy concept with 

entrepreneurs setting-up rural BPOs, large Indian 

corporations starting their BPOs in villages as a 

corporate social responsibility (CSR) activity or tying-

up with local NGOs to promote BPOs in rural villages.

According to NASSCOM estimates, there are around 50 

odd rural BPOs in India spread across the nation 

employing about 5,000 rural youth and these numbers 

are growing. Rural India offers a very cost-effective 

solution to urban India's BPO challenges of increasing 

labour costs, high attrition rates, employee ambition 

and growth prospect issues, etc.

The factors hindering the growth of the BPO sector in 

rural India are mainly access to talent pool and lack of 

infrastructure such as electricity, internet bandwidth, 

computer services etc. With the rise of BPO services in 

rural areas, the derived demand for the above services 

would naturally improve, thus positively impacting 

rural growth. 

Though 65% of India's population is below the age of 35 

while about 68% of the population is rural, we still face 
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dearth of talent. But a deeper thinking unearths another 

question: How many of these people are really 

employable and in what sectors can they be employed? 

Unlike urban India, rural India doesn't have access to 

training facilities. Therefore the main challenge faced by 

rural BPO is access to trained human resource and the 

scarcity of facilities to make people employable. 

Gauging employability in rural India

How is employability gauged especially in terms of the 

urban rural construct? The majority of rural population 

is illiterate and has no exposure to formal education. 

Training people to make them employable depends on 

factors such as the kind and quantity of training required, 

the applicant's level of education, and the level of training 

expected. The kind of processes that can be outsourced to 

rural India depends upon the capabilities of the trainees. 

Training rural youth is a challenge since they are not 

exposed to formal education. The skill set developed may 

not be effective in case of high and medium skilled jobs, 

like voice based process, content generation, translation 

and social media monitoring. Hence processes like, 

digitization services, data entry and transaction 

processing are apt for the rural scenario. Processes that 

can be repeated and duplicated can be done in the rural 

BPO.
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Targeting the Sectors

BPOs can empower the rural sector by creating jobs in 

rural India. Bringing jobs to people rather than people 

to jobs would be the key. We could look at many sectors 

where processes can be outsourced like.

Ÿ Telecom 

Ÿ Insurance 

Ÿ Credit Card 

Ÿ Banking 

Ÿ Govt. Functions 

Ÿ Corporate Functions 

Ÿ Human Resources

Ÿ Finance and Accounting

Ÿ Facilities and Administration

Ÿ Cross Industry Solutions

Ÿ Forms Data Capture

Ÿ Document Processing (Scanning, Indexing & 

Archiving)

Ÿ E-mail Response Processing

Ÿ Expense Processing

Ÿ Documentation Checks

Ÿ Image Based Data Capture & Indexing

Ÿ Reports Generation and Trend Analysis

Ÿ Native Language Help Desk

Ÿ Financial Book Keeping

Ÿ Check Truncation Data Processing

Ÿ Utilities Bills Processing

The focus should be on processes which would require 

low skills such as data entry from documents, images, 

sales and payrolls. This methodology would ensure 

optimization of resources while ensuring quality. High 

end processes in the above domain like insurance 
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underwriting, claims processing, voice based support, 

would require a lot of training, and high skill set from 

the employee. This would be tough to develop in the 

contrast of a rural BPO, and also the competition for 

these processes from the urban counterparts would be 

fierce.  

Road Ahead

When operating in the rural scenario, diseconomy of 

scale is bound to be there. It is not suitable to run a BPO 

centre in the rural sector with over 40-50 employees. 

Since there would be no manpower available to run an 

extensive centre, most rural BPO operators do not 

increase the capacity above 50. Though the operating 

costs of rural BPOs are very low compared to their urban 

counterparts, without scale it is impossible to achieve 

efficiency and profits.

To overcome this difficulty the only road ahead is to 

operate using the hub and spoke model devised by Head 

Held High. The hub in Bangalore would act as the centre 

of the BPO network. This would be a single point of 

contact for the clients.  It would also be the business 

development centre, which will aim at getting more 

clients and processes.

The spokes are the rural BPO centres based in the areas 

like Hindupur, Gadag and Koppal etc. The centres will 

not employ more than 40-50 knowledge workers to 

remain profitable. 

When clients approach the BPO centre they do not see 

the rural BPO centre with a capacity of 50 seats but a 

distributed BPO centre with an installed capacity of 200 

seats (50 from each of the four BPOs). This will help 

attract bigger clients and bigger processes, which would 

not have been possible using a smaller rural BPO. Thus 

the hub would be primarily distributing the work across 

the spokes i.e. the different rural BPOs and then 

assimilate the work and submit it as a single execution of 

work to the client.

Once this is set in motion different hubs can be created 

with new spokes by setting up rural BPOs across India. 

Depending on the size of the client's order different 

hubs can be combined to form a larger hub with as many 

rural BPOs under its ambit, and the work order can be 

scaled effectively.

With the challenges that urban BPOs are facing in terms 

of growing global competition, escalating costs and high 

attrition levels, companies can have a serious look at 

what rural BPOs have to offer. High end work can still 

continue in the tier I cities, while high volume, low-end 

work can be certainly outsourced to rural BPOs. With 

organizations like Head Held High that can offer clients 

trained rural manpower through their network of BPOs, 

it's time for corporates to enjoy the best of both worlds!
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