
 

 

                    Rural BPO: An Opportunity of Social Empowerment 

 
 

Rural BPO: An Opportunity of Social Empowerment 

 

Dr. Monika Ojha 1 

Abstract 

India has efficiently attained the position of being the most favoured destination for business 

process outsourcing for companies situated in the US and Europe. The accessibility of low cost 

skilled manpower, a vast English speaking populace, low cost and suitable infrastructure have 

been the major causes for these corporations outsourcing their operations to India. With the 

Business Processing Outsourcing industry blooming in India, further more companies began 

establishing operations in the metropolitan cities to capitalize on the obtainable human 

resource talent and physical infrastructure. As the number of business process outsourcing 

(BPO) and Information technology enabled services (ITes) contributors have increased in 

major cities such as Mumbai, Delhi, and Bangalore, they has been an strong competition for 

excellence manpower in those cities. This repeated poaching and high attrition resulted in 

improved recruitment and training costs. Given this situation, some BPO companies have 

started operations in smaller towns and even villages. This study is highlighted on the efforts 

created by the BPO in rural sector for enhancing rural's life style, providing employment 

opportunities, declining migration activities. It can be said that BPO can innovate an 

alternative solution of dispirit agriculture.  

Keywords: Business Process Outsourcing (BPO), Information Technology Enabled Services 

(ITes), Information & Communication Technology (ICT)  

Introduction 

Primarily, these companies are outsourcing low-skilled work such as data entry, scanning, 

formatting, etc. to the village BPO. The establishment of BPO in villages is expected to 

result in the growth of rural infrastructure, raise in standard of living, and generation of 

enough employment opportunities at the village level. All this could efficiently address the 

troubles of people migrating from the villages to cities in hunt of work and employment. 

But rural areas are dogged by struggle such as under-developed infrastructure, lack of 

basic facilities, and low-skilled workforce. Both the private sector and Indian Government 

are taking initiatives to eliminate these deficiencies in a slow and steady manner. Rural 
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BPO in India has not even begun to impact outsourcing in a big way. Recently the industry 

has witnessed the villages delivering services to Governments, and companies. Number of 

examples of these are: TeNet (group of IIT, Madras), Source Pilani at bits Pilani, Rajasthan. 

GramITat Tamilnadu etc. Most of these outsourced services have been transactional in 

nature and have begun mainly with a corporate social responsibility viewpoint to provide 

employment at villages. Thus, it may sound preposterous that at this nascent stage, that 

Rural BPO centers can provide what are called Knowledge Services but innovative business 

models and other skill and technological progressions have made this sourcing 

feasible.OutsourcetoOutsource2India (O2I):Outsource2india offers cost-effective 

services without negotiating on quality. Country has skilled, experienced and well trained 

professional who can provide world-class services. At O2I, they always deliver their 

services ahead of time.  

Problem Identification 

The primary stage in the research procedure consists of problem or opportunity 

identification. The research problem could be in any of the three areas. Firstly, exploratory 

for collecting preliminary information that helps in defining the problem. The thought is to 

elucidate concepts and subsequently make extensive research on them. Secondly, 

descriptive which describe things such as market potential of a product or attitudes of a 

customer who buys the product. Once the research has recognized the problems or 

opportunities then are/she has to select the problem based on priority, limited finance and 

time limitations. The problem elected should be as to add value to the research, if chosen 

relatively less significant difficulty would amount to waste of time and resources. The 

researcher should immediate observe all accessible literatures to get himself acquainted 

with the selected problem. 

It has been said that "A problem well defined is half solved," so formulation of 

problem is necessary this will help the researcher to apply a suitable method to create 

another solutions. The steps involved in defining a problem are statement of the problem 

in a general way, understanding the nature of the problem surveying the available 

literature. Developing the idea through discussions, rephrasing the research problem into a 

working proposition. The researcher must ascertain the priorities of the issues involved, 

scope or potential benefits, cost as well as fine requisite to carry out the study. 

Specification of exact issues should be examined in setting the priorities. 
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Objectives of the Study  

The study has following objectives:  

1. To examine opportunities for BPO in Rural areas of Rajasthan, while concocting a 

comparative study of potential cities in Rajasthan with other states where Rural 

BPO are successfully in operation.  

2. To examine social and economical benefits driving from BPO operations in rural 

places of Rajasthan. 

3. To observe existing and future hurdles in success of BPO in Rural places of 

Rajasthan. 

4. To examine Rajasthan's IT/Ites Policy and both public and private initiatives to 

Promote Rural BPO with successful stories of rural BPO of other states and come 

out with a solution to overcome any hurdles in operations of Rural BPO in 

Rajasthan. 

Scope 

The scope of the study relates to working efficiency of rural business process out sourcing 

in Rajasthan. The aim of study is to know whether the Rural Rajasthan is efficient in the 

BPO. To know the assurance to external vender about the commitment made by Rajasthan 

along with the Rural BPO is done efficiently. The present study is limited to the study of 

Rural Rajasthan due to the limitation of time.  

Research Methodology 

In a sense the present study is exploratory in investigation with an emphasis on finding out 

certain facts and empirical in analysis to test a given set of hypothesis. Situation analysis, 

interview, questionnaire based surveys and published literature will provide the database 

for research. 

It is planned to study two rural BPO currently operating in Rajasthan (i.e. Source Pilani & 

Source for Change, Bagar) to identify challenges faced in past and future and their benefits 

to community. This was done by interview and case study method. 

1. Survey using Questionnaire was conducted to study various BPO’s operating 

successfully in rural parts of other states of India. 

2. The officials from Government and private sector were interviewed to study past and 

future initiatives to promote BPO in rural parts of Rajasthan.  
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3. Primary data was collected by interviewing and surveying of rural BPO management, 

employees and people from villages of Rajasthan and officials from Government and 

private sector.  

4. Secondary data was collected from various published sources like books, Journals, 

Research works and white papers.   

Limitations 

1. The data and findings collected may be subject to biases in opinions from the 

respondents. After collecting information and data, the analysis done may be affected 

by certain prejudice and set mindset about Indian BPO sector and rural areas. 

2. Various rural BPO operating in different parts of countries and each one of them unique 

in terms of their establishment, organization structure and service delivery. But it is not 

practicality possible to cove reach one of them in person to collect the information. I 

will be limited to their responses to questionnaire sent by mail and so the collected 

responses may not provide an exact picture of Rural BPO. 

3. India is a highly diversified country, thus there is social, geographical and demographic 

variability among rural areas of different states of country and it is not practically 

possible to cover each variable in study. 

Findings 

Business-process outsourcing contribute significantly to India's revenue and drives 30 per 

cent of growth in its IT exports but the BPO industry is severely facing tough competition 

not only by other BPO players in India, but also from BPO units in other countries. 

Manpower cost and real estate prices in cities have increased further reducing the profit 

margins for the urban firms. Though, India maintains a competitive advantage by having 

better English speaking people but India need to build up to bank upon and keep 

superiority in the worldwide BPO market. Urban BPO players are looking out for 

innovative methodologies to counter the ever-increasing competitive pressure in the Urban 

BPO sector. Rural BPO is the new buzzword, which holds the promise for viable and cost 

effective outsourcing business. 

Booming India Inc has led to skyrocketing real estate and infrastructure costs in Tier-1 

cities. BPO industry has thrived all these years because of its ability to deliver services at a 

low cost. Growing infrastructure costs, real estate costs, and salaries have raised BPO costs 
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extensively and as a result Indian BPO in Tier-1 cities is looking at Tier-2 and Tier-3 cities 

for operation. 

Few entrepreneurs who had a vision of carrying the rural India into the mainstream 

of knowledge economy have found an opportunity here - setting Rural BPO. Therefore, 

transformation of rural India may be started with the emergence of this Rural BPO. The 

major barriers that these BPO faced are quality man power. As a result these rural BPO 

have stay behind targeting low end jobs like data entry. 

Conclusions 

 Five years ago, the key issues, common to both ITO and BPO were: telecom quality 

and costs, lack of VC finance, long ramp-up time due to government delays. Against 

this, firms weighted cost savings of 40-80%. 

 Today, the cost savings range from 30-80% (less in IT, higher in BP) and issues with 

telecom, VC and start up costs have disappeared. Clusters are promising for both IT 

and BP (Mumbai and Delhi for BP, Bangalore for IT and BP).  

 MNCs will be the drivers of future growth in rural especially Rajasthan, more focus 

on higher-end work. 

 BPO employment in India will grow from 200,000 at the start of 2003 to 1,000,000 

by end 2006. ITO employment will grow from 230,000 in 2003 to 400,000 by end 

2006.  

 Skills shortage in high value-added areas and process management skills will 

initially keep value-addition low relative to developed countries. The ability to 

absorb or independently develop higher-level skills remains unknown, the software 

services experience indicating how difficult this is. 

 Challenge for developed economies is to produce enough high-end labor to leverage 

Indian BPO business. IT offers a model for doing so. 

 Conclusively Rajasthan have full capability for operation of rural BPO. 

Suggestions 

Communities (urban, rural, and virtual) and regions should consider ICT to exploit their 

own set of natural and/or human resources. In developing countries, while high-end 

technologies may be prohibitively expensive, mobile phones have much to offer. Affordable 

access to the full range of ICT services may be available only in community-based e-

centers. Provided  that the lessons for successful e-center management should been 

http://en.wikipedia.org/wiki/Knowledge_economy
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learned, new video and  social networking technologies offer communities the possibilities 

of having e-centers that  meet their needs for training (initially in e-skills), and for using 

these skills to gain access to  courses, content, or business relationships. Coupled with a 

collaborative solution for sharing knowledge, these innovative approaches to livelihood 

development should operate both within a physical and virtual community wherever its 

members may be. 

In continuation to this study, the areas that could be taken up for further research work on 

rural BPO services through telecenters are as suggested below: 

Manpower Capacity Building:  

 Detail the outsourcing services (rural BPO and others) with skill-set requirement 

vis-à-vis it’s availability in rural India. 

 Document the Training Needs and its course contents for the village 

Entrepreneurs/telecenters owners on above identified outsourcing services. 

 Explore the role of local agencies (College/IT Institutes) in imparting the training at 

low cost. 

Readiness for rural BPO 

 categorize the rural locations state-wise (considering cluster of villages with 

Telecenters) for their readiness on BPO initiatives, in terms of infrastructure, 

Telecenters concentration, conducive environment, etc.), using the viability 

evaluation model. 

 This categorization for readiness will help to identify the potential locations at 

district level, on rural India map, showing the level of readiness and sustainability 

issues that can help phased implementation of rural BPO through Telecenters. 

Further business opportunity 

 Explore the role of rural telecenters to facilitate rural e-Commerce for accessing 

better markets for the local produce (agri, handloom, artisan, etc.) 

The above are some of the areas that can be taken up as further research work for 

outsourcing services through telecenters and involving local resources. 
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