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In today’s age, the business environment has completely taken a turn. With globalisation and 
technological revolutionization at the forefront, companies are under constant pressure to 
deliver the best of the best. 

This is where BPO (stands for Business Process Outsourcing) comes in. It has evolved far 
beyond the traditional call center services as it first started out to provide. But what exactly is 
BPO? And how does it work? 

In this blog, we will discuss in detail what BPO is, the different types of BPO, and why it is 
gaining so much popularity in the business sector. 

What Is BPO? 

As the name suggests, BPO is a type of outsourcing in which a company (let’s say Company 
A) hires a third-party service provider (Company B) to provide specific business functions or 
processes (like customer service representative, IT, marketing, etc.). 

This way, Company A can focus its resources on scaling its business without having to 
manage everything in-house, while Company B handles the rest of A’s business functions. 

Types of BPO Services 

There are two main types of BPO: 

Front-Office BPO 

These are the types of services where the company directly interacts with the customers and 
plays a major role in creating experiences for them and building a brand perception. For 
example: 

●​ Customer sales representatives (voice, email, chat, social media) 
●​ Technical support 
●​ Sales and lead generation 
●​ Customer retention and loyalty programs 

Back-Office BPO 

These business functions are happening at the back-end of the company, which support the 
internal operations. Back-office services include: 



●​ Finance and accounting 
●​ Human Resource (HR) 
●​ Marketing 
●​ Information Technology (IT) Support 
●​ Data entry and management 
●​ Compliance and reporting 

Other Types of BPO Services 

Besides the above two types that we listed above, there are a few other specialized 
services, including: 

●​ Knowledge Process Outsourcing (KPO): involves high-skill, analytical, and 
knowledge-driven services like business intelligence, AI and LLM support, data 
analytics, and insights, etc. 

●​ Legal Process Outsourcing (LPO): includes legal and compliance-related services, 
like legal research, contract review, documentation, and regulatory support. 

●​ Cloud-Based BPO: delivers services through cloud platforms for people to 
collaborate remotely and efficiently, for example, cloud contact centers, CRM 
systems, and automated workflows. 

Onshore, Nearshore, and Offshore BPO 

There are three categories of outsourcing. These are: 

●​ Onshore BPO: Services are outsourced within the same country. 
●​ Nearshore BPO: Companies outsource to neighbouring countries or on the same 

continent. 
●​ Offshore BPO: Outsource to distant countries 

Why BPO Companies Have Been On The Rise 

There are many reasons why companies, especially multinational brands, outsource 
services. We have listed the major benefits below: 

You Can Cut Costs 

One of the major reasons for outsourcing is that businesses can save up on the expenses of 
hiring, training, and other employee benefits. Many global brands offshore their business 
functions to countries like Pakistan and India because of lower labour costs. 

You Get Access To Global Talent 

While globalisation has increased competition in the business environment, it has also 
opened doors for companies to outsource skilled professionals around the world, who might 
be multilingual or offer specialized services. 



There Is Room For Scalability and Flexibility 

Another perk of outsourcing to a BPO company is that businesses can scale their operations 
(whether up or down) based on demand. For example, an e-commerce brand hires more 
sales representatives during seasonal spikes or product launches, and then downscales 
once the phase ends. By outsourcing, they won’t have to worry about hiring or laying off 
employees themselves.   

Have Your Business Running 24/7 

BPO companies offer round-the-clock services. This is especially a great advantage for 
services like customer representatives and chat support, where the company can ensure 
that their customers can be catered to 24/7. 

How ibex. Pakistan Is Shaping the Future of BPO 

The BPO industry is continuously evolving, and with it ibex. is too. From starting off as a 
traditional customer support provider, we now cater to over 50+ clients, including Fortune 
500 brands and Silicon Valley Giants.  

We welcome the era of digital transformation and AI-powered frameworks, to empower 
business and our employees to shine in the modern BPO landscape.  

 

Interested In Building A Career At ibex.? 

View Our Latest Job Opportunities 

Apply Now 

 

 

If you would like to know about how technology is revolutionizing the sector, check out our 
blog: How Brands Use Technology to Engage the Five Senses in Customer Experience.  

Inspo Link: 

 

 

https://talentibex.com/jobs/
https://docs.google.com/document/d/14orOh2s68JDHBIU24V4cTZPNQy6CPG_ctk1yKpBdlug/edit?tab=t.0
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