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Consolidation of back- and front-office outsourcing


Emergence of the "federation" model


The importance of customization


Hiring trends are shifting


Outsourcing and Smart City transformation are closely linked 


AI applications across the whole chain of BPO


BPO companies will embrace an omnichannel approach 


Workflow automation & process optimization with analytics


Digitalization of paperwork & faster processes


Rise of no-code solutions to boost efficiency


The increasing demand for data quality services & big data


Emerging trend - data security is paramount
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The business process outsourcing industry is 
adapting to disruptive and transformational 
pressures across value chains and ecosystems. 
The current wave of digital transformation initiatives 
organizations are going through is putting increasing 
pressure on business process outsourcers (BPOs) to 
pick up the pace and transform themselves. It's hard 
to predict exactly what the future for business 
process outsourcing will be, but we have identified 
12 emerging trends worth paying attention to.
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