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BPO CALLING Al 
The first of a two-part series lool<s at how India's 
$54 billion BPO sector is being rewired by artificial 
intelligence and AgenticAI 

5HB1EY51NGH 
NewDelhi,13May 

The $54 billion busi­
ness process out­
sourcing (BPO) 
industry - long 

lmown for its human capital 
advantage and operational 
scale - is undergo-

From response to 
reasoning 
Unliketrad.itionalAI, which 
reactsbasedonrulesor 
trainingdata,agenti.cAiacts. 
It can assess a situation, 
make decisions, and take 
independent steps to resolve 
problems- capabilities that 

are now being 
bakedintoBPO 
processes. 

ing a transformation 
more profound than 
any seen since its 
start almost three 
decades ago. This 
time, the 
disruption is not 
being driven by 
headcount, but by 
algorithms. 

Artificial 
intelligence (AI) and 

MAN& 
MACHINE 
PART-I 

Take.for 
instance, Genpact's 
AP Capture, an 
agenticAlsolution. 
Designed for 
accounts payable 
functions, the 
systemusesGenAI 
agents to read, 
interpret, and 

itsmore 
autonomouscousin,Agentic 
AI, which can act 
independently and make 
decisions without constant 
human intervention, are 
rapidly reshaping the 
architecture of global 
outsourcing, redefining not 
only how services are 
delivered, butwhatservices 
areevenneeded. 

It's not about replacing 
humans-it's about 
augmenting human 
capabilities. "Wearemoving 
beyondgenericAito 
building domain-specific 
intelligentAisolutions," said 
SanjeevVohra,chief 
technology and innovation 
officeratGenpact, the$4.77 
billion business and 
technology services major. 
"Weareintegratingdomain­
specifi.c intelligent agents 
into businessoperationsthat 
adapt, learn and optimise in 
realtime,"headded. 

Fromcostarbitrage 
toAledge 
BPOshavebeen 
synonymouswithcost­
cuttingstrategiesofglobal 
enterprises. Companies, 
spanning Fortune2000 
majorsincludingGE,Amex, 
Bank of America, Citibank, 
JP Morgan, Prudential, 
Capital One, Ffizer, and 
hundreds of others, have 
bankedonlow-cost,high­
qualitytalentfromlndiato 
deliveragamutofservices­
fromcustomersupportto 
account reconciliation, from 
analytics to mortgage 
processing. 

Now,thisindustryof 
1,000-pluscompanies, 
whichNasscomestimatesis 
worth$54billionand 
employsaround2million.i.s 
morphingintointelligentAI­
driven cognitive ecosystems. 
Automation.analytics, and 
empathynowcoexistin 
tightly integrated systems. 
Routine processes-from 
invoice reconciliation to 
customer on boarding-are 
being handled by intelligent 
botsthatrequirelittletono 
human supervision. 

BirendraSen,presidentof 
Business Process Services 
(BPS)atTechMahindra,calls 
ita "tectonicshift".At$6.26 
billion, TechMahindrais 
amongthetopsixtechnology 
services providers. 

"Upto60percentofagent 
workloads, depending on the 
industry, are now managed 
by AI systems," Sen said. 
"Callsurnmarisation, 
sentiment analysis.and 
predictiveinsightsare 
handled in milliseconds. 
Thisfreeshumanagentsto 
focus on what machines still 
can't do-handle emotions, 
persuasion, and nuanced 
problem-solving." 

reconcile invoices 
across large enterprise 
systems.Initial deployments 
have cut manual processing 
efforts significantly, resulting 
infasterpaymentsandlower 
error rates. 

'Ihefirmalsohelpeda 
major global investment 
banktameasprawling600-
million-nodeknowledge 
graph(akindofdatabase 
comprising multiple 

Unlike traditional Al, 
which reacts based on 
rules or training data, 
a gentle Al ads. It can 
assess a situation, make 
decisions, and take 
independent steps to 
resolve problems -
capabllldes that are 
now being baked 
into BPO processes 

entities). UsingAlagents 
withreasoningandmemory 
capabilities. the bank can 
nowinterpretcomplexuser 
queriesandnavigatevast 
ontologiesusingnatural 
language, turning dense 
datasets into strategic assets. 

"WebuiltascalableAI 
agent system that leveraged 
perception to understand 
userqueries,"Vohrasaid. "By 
makingcomplexknowledge 
graphs accessible through 
natural language, we have 
empowered the bank to 
transform data complexity 
into a strategic advantage." 

Callcentres,oncethe 
engineroomofindia'sBPO 
exports, areevolvingtoo. 
Dependingonthe 
complexity, 30-50 per cent of 
voice and chat volumes are 
now handled by 
conversational AI, according 
tod.atafromBPOfinn 
QuatrroandanalystfinnEY 
India 

"We've seen massive 
gains in automation for 
routine queries-banking 
transactions, airline 
bookings,ormortgage 
processing,"saidRamanRoy, 
chairman.and managing 
director, QuatrroBPO 
Solutions, aGurugram-based 
business services provider. 
"BPOinlnd.iaismovingup 
thevaluechain.Itis 
increasingly AI-assisted." 

Agent-as.sisttoolsnow 
1i.sten' to live calls, pull up 
contextual data, and coach 
agentsinrealtime-cutting 
average handling times and 
increasing first-call 
resolution. 

Yet,companiesare 
proceeding with caution 
whenitcomestovoiceAI. 

"Dependingonclient 
maturity and process type, 
automation may account for 
30-50 per cent of voice and 
chat volumes.But priority 

remainsinmaintaining 
humanempathyand 
contextual judgement where 
itmattersmost,"saidKeshav 
RMurugesh.groupCEOat 
WNS,aMumbai 
headquartered BPO services 
provider. 

WhileTechMahindrais 
seeing an AI-led 
transformation that is both 
technical and.cultural, Sen 
describes their BPS unit as 
becoming"phygital" -
where physical human effort 
anddigitalintelligence 
combine. 

Forafinancialservices 
client, TechMahindra 
deployed emotion-aware AI 
andreal-timespeech 
analytics to scale, from 
reviewing customer 
interactionsmanuallyto100 
percent automated. 

"The return on 
investmentisreal,"Sensaid. 
in low-complexity 
environments, wffveseenup 
to3xcostsavings. But the 
bigger prize is in augmenting 
human intelligence, not 
replacingiL" 

Lookingahead,Sen 
envisions decentralised, on­
demand contact centres 
powered by cloud.and edge 
computing-with agents 
and AI working as partners. 
"The future isn't man versus 
machine,"hesaid. it'sman 
withmachine." 

Forthe$L31 billion WNS, 
GenAiisnolongerjusta 
capability-it'sarevenue 
stream. Accordingto 
Murugesh.Spercentofthe 
company's2024-25(FY25) 
revenuecamedirectlyfrom 
GenAI-poweredsolutions. 
The company recently 
helped a global insurance 
clientidentifyclaims 
recovery opportunities, 
reducing false positives by 60 
percentusingAimodels 
embeddedwithdomain­
specific rules. In the 
healthcare space, AI systems 
have expedited diagnoses, 
reduced clinical errors and 
are generating automated 
medical summaries.In 
travel, WNSusesAito 
personalise itineraries. 

Internally, WNShas 
upskilled22,000employees 
inGenAicompetencies. 
Across BPO providers.AI is 
notanadd-onanymore.It's 
baked into howthey design 
customer experiences, 
automateworkflowsand 
drive business outcomes. 

Industryveterans stress 
thatthisisnotatransitionto 
machines, but a convergence 
withthem. "Alexcelsatscale, 
speed,andprecision,"said 
RoyofQuatrro. "Butcomplex 
decision-making, ethics, and 
context are still very human 
domains." 

Acollaboradveman­
machinefuture 
PreetiAnand,PartneratEY 
India, agrees: "We're not 
seeingtheendofhuman 
contact centres-but an 
evolution." EY estimates that 
upto50percentofcalltypes 
are ripe for automation viaAI 
orchatbots, butanother20-
30percentarebest 
addressed by AI-assisted 
humanswhocanactonreal­
time data and insights. 

"Humanagentswill 
continue to handle high­
value, high-empathytasks," 
Anand said, buttheywilldo 
so with powerful AI co-pilots. 

DespitefearsofanAI-led 
demiseofhumanjobs,most 
leadersseeamore 
collaborativefuture. "Alwill 

dotheheavylifting,"saidRoy. 
"Buthumanswillstillprovide 
judgment and creativity." 

Infact.alotofnewjobsare 
emerging.Nasscom'sSenior 
Vice President Sangeeta 
Gupta said "At present, the 
industryis expanding 
because of AI. And.at least in 
thenext 
3-5years,itwillleanonmore 
human talent For instance, 
thereisalotofjobcreation 
happening in data annotation 
(labelling data) tasks." 

Nas.scomseesa6-7per 
cent annual growth.rate for 
BPOinthisfiscal. 

Accordingtotheindustry 
body,asAibecomesmore 
embedded.in enterprise 
workflows,entirelynewjob 
roles are emerging. Business 
functionsareseeingtheriseof 
roles such as data scientist. AI 
strategy director, and Chatbot 
HR.specialist In customer 
service, positions like AI 

conversation designer and 
virtual assistant trainer are 
becoming critical to 
managing AI-human 
interactions effectively. 

Roysaid "Organisations 
thatcombineAI's capabilities 
withhumaninsightwillbe 
theonesthatthrive." 

TheBPOsector, which 
oncerodeawaveofglobal 
labour arbitrage, is now 
scriptingitssecondact-one 
where the next big 
outsourcing engine might not 
speak with an accent, but 
solveproblernswithagentic 
intelligence and clarity. India, 
long the world's backoffice, is 
now positioning itself as the 
frontrunner in buildingthe 
futureofintelligent 
operations. 

Tomorrow,Part2of.Man& 
.Machinewilllookattheevolution 
ofcustomersupportjromNRto 
chatbotstoAI and the future 

(See Rule 35 of the Nation al company LawTrlbunal Rules, 2016) 

In The Matter of Composite Scheme of Arrangement (Demerger) 
Amongst 

Southern Ceramics Private Limited 
(A!Jplicant Company No.1/Demerged Company No.1) 

Aad 
MinicaServicesPrivatelimited 

(A!Jplic;mt Comp;my No.2/Demerged Company No.2) 
Aad 

Bharat Technologies Auto Components Limited 
(A!Jplic,mt Company No.3/Resulting Company) 

Aod 
ThelrResl]ectiveShareholdersandCredltors 

CP(CAA)/26(CHEl/202S Connected with CA(CAA)/71(CHEl/2024 
SOUTHERN CERAMICS PRIVATE LIMITED 
CIN: U33111TN1980PTC008263 
A company registered under the Companies Act of, 1956 
Having its registered Office at 27/21 (11/21), Flat No.4C, 
4"' Floor, Arch Mathews Avenue, Boat Club Road, 
Raja Annamalalpuram, Chennal-600028 
Represented by Mr.MR Shiw Kumar, Authorized Signatory 

... Applicant Company No.1 / Demerged Company No.1 
MINICA SERVICES PRIVATE LIMITED 
CIN: U74210TN1985PTC012456 
A Company registered under the COmiJanies Act of. 1956 
Having its registered Office at 27/21 {11/21), Flat No.4C, 
4"' Floor, Arch Mathews Avenue, Boat aub Road, 
Raja Annamilliiipur.im, Chennili-600028 
Represented by Mr.MR Shiva Kumar, Authorized Signatory 

,.. Applicant Company No.2 / Demerged company No.2 
BHARAT TECHNOLOGIES AUTO COMPONENTS LIMITED 
CIN: U34300TN2002PLC048423 
A Company registered under the Companies Act of, 1956 
Having its registered Office at 27/21 (11/21), Flat No.4C, 
4" Floor, Arch Mathews Avenue, Boat Club Road, 
Riljil Annamal,1ipuram, Chenniii-600028 
Repre!x!nted by Mr. M R Shiva Kumar, Authorized Signatory 

... Applicant Company No.3/Resultlng company 
NQTICE QF PEI!TIQN 

A Petition under Sections 230 to 232 of the Companies Act, 2013, seeking 
iipproval of the Composite Scheme of Arrangement (Demerger) Amongst 
Southern Ceramics Private Limited {Demerged Company No.1) And 
Mlnlca ServlcEs PrlvatE Limited (Demerged Company No.2) And 
Bharat Technologies Auto Components Limited {Resulting Company) was 
listed on 23'"' April, 2025 and the said Petition is fixed for further hearing 
before the Hon'ble National Company Law Tribunal, Chennai Bench-I on 
28" May, 2025. Any person desirous of supporting or opposing the said 
petition should send to the respective Petitioner Companies' Registered 
office, notice of his/her intention, signed by him/her or his/her Advocate/ 
Representative,withhls/hernameandaddress,soastorEachthErespective 
Petitioner's Registered office not later than two diiys before the date fixed for 
thehearingofthePetition. 
Where he/she seeks to oppose the Petition, the grounds of opposition or copy 
ofhis/heraffidavitshallbefurnishedwithsuch notice.AcopyofthePl!tition 
will be furnished by the undersigned to any person requirlngthesamE on 
paymentoftheprescribedchargesforthesame. 

Date: 14.05.2025 
Place:Chennel 

For and on behalf of the Petitioner Companies 
Sd/· 

Mr.MR Shiva Kumar 
Authori!x!dSicn;rtory 

TAKETW0 19 

THE CO-PILOTS 
■ Aland humans work as partners 

■Processes that involve a set of 
standard rules, like determining 
insurance premium, loan eligibility 
or mortgage processing, a redone by 
both Al and humans 

■Routine processes like invoice 
reconciliation, and customer 
onboardingare being handled by Al 

■Al-ledautomationiskeyasteams I 
upgrade to more complex tasks 

Source:lndustry 

BPO REVENUE 
(in$billion) 

1111 
fV21 fV22 fYll FY24 FY25"' 

•Estimates;Note:Around1millionareemployedinBPOcompanies 
Source:Nasscom 

Aditya Birla Capital Limited 

~'Id-(Jffi r:ll : lnib n lllyon Co m~(>I.J nd, Y•irll,... I • 362 261i, liuju1t I T• I: !i 1 2876 243257 
CN: LU!l206J20D71'UD58890 I www.aditf"lllirlacapit1Lc11m I 1bc . ...-il~aditf"llbir1.Kapital.eom 

AUDITED FINANCIAL RESULTS (STANDALONE AND CONSOLIDATED) 
FOR THE QUARTER AND YEAR ENDED 31 IT MARCH 2025 

The Audited Fimmcial Results (SUlndelone end Consolidated) of Aditya Birta 
capital Limited ("the Compant) along wit.h the Audit Reports of the Statutory 
Auditors of t.he Company for t.he quarter and year ended 31 ot March 2025 
have been reviewed by the Audit Committee and approved by Board of 
Directors of the Company at their Meetings held on 13"' May 2025, in tenns of 
Regulation 33 end 52 of SEBI (Listing Obligetions end Disclosure Requirements) 
Regulations, 2015. 

The aforementioned financial results along with the Audit Reports 
of the Stetutory Auditors thereon ere available on the website of BSE 
(www bscindia com) and NSE (www nseindia com) and on the Company's 
website et https:/ /www.adityabirlacapitaLcom/investor-reletions/ 
quarterly-results. The same can also be accessed by scanning the QR 
Code provided below: 

Place: Mumbai 

Scan the QR Code to 
view the Results on the 
website of the Company 

For and on behalf of the Board of Directors 
ADITYA BIRLA CAPITAL LIMITED 

Date : 13th May 2025 

Kumar Mangalam Birla 
Chairman 

DIN: 00012813 

An Aditya Birla Group Company 

eJAI !~~tce1.5~~t~k~r!!~~~o!o1LIMITED 
Phone• (033) 2248-9808, Fax• (033) 2243-0021 

Email • jaibalaji@jaibalajigroup.com, Website • www.jaibalajigroup.com 
GIN• L27102WB1999PLC089755 

EXTRACT OF STATEMENT OF AUDITED FINANCIAL RESULTS FOR THE QUARTER AND YEAR ENDED 31ST MARCH, 2025 

(,in Crores) 

Standalone Consolidated 
Quarter ended Year ended Year ended 

SI. Particulars 31.03.2025 31.12.2024 31.03.2024 31.03.2025 31.03.2024 31.03.2025 31.03.2024 
No. 

(Audited) (Un-audited) (Audited) (Audited) (Audited) (Audited) (Audited) 

Total income from operations 1,608.23 1,503.90 2,001.83 6,41B.46 6,62B.87 6,41B.46 6,62B.87 
Net ProfiU(Loss) for the period (before Tax, 108.34 169.62 356.63 777.99 963.21 777.90 963.21 
Exceptional and/or Extraordinary items) 
Net ProfiU(Loss) for the period before tax (after 108.34 169.62 356.63 777.99 963.21 777.90 963.21 
Exceptional and/or Extraordinary items) 
Net ProlV(Loss) for the period after tax (after 75.48 120.42 272.98 557.88 879.56 557.88 879.56 
Exceptional and/or Extraordinary items) 
Total Comprehensive Income for the period 75.92 120.42 272.16 558.32 878.75 558.32 878.75 
[Comprising ProfiU (Loss) for the period (after tax) 
and other Comprehensive Income (after tax)] 
Equity Share Capital 182.45 182.45 163.65 182.45 163.65 182.45 163.65 
other Equity 1,942.39 1,340.47 1,942.39 1,340.47 
Earnings Per Share (EPS) (of, 101- each) (not 
annualised) 
(a) Basic (in <I 0.83 1.32 3.39 6.25 11.16 6.25 11.16 
(b) Diluted (in,) 0.83 1.32 3.15 6.18 9.96 6.18 9.96 

NOTE• 
a) The above is an extract of the detailed format of Annual Financial Results filed with the Stock Exchanges for the quarter and year ended 31st March, 2025 under 

Regulation 33 of the SEBI (Listing Obligations and Disclosure Requirements) Regulations, 2015. The full format oftheAnnual Financial Results for the fourth quarter 
and year ended 31st March, 2025 are available on the Stock Exchange websites viz. www.nseindia.com, www.bseindia.com and on the Company's Website. 

b) The figures for the quarter ended March 31, 2025 represents the derived figures between the audited figures in respect of the full financial year ended March 31, 
2025 and the unaudited published period to date figures upto December 31, 2024 being the date of the third quarter of the current nine months period, which were 
adjusted toa limited review. 

c) The above Results have been reviewed by the Audit Committee and approved by the Board ofDirectors at their meeting held on 12.05.2025. 
d) Previous yearfigures have been re-grouped /re-arranged whereever necessary, to make them comparable. 

Place : Kolkata 
Date • 12th May, 2025 

FOR JAi BALAJI INDUSTRIES LIMITED 
sdl­

Aditya Jajodia 
(Chainnan and Managing Director) 

(DIN : 00045114) 

••••• - •• •• - ••••• - ••••• 
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AUDITED FINANCIAL RESULTS (STANDALONE AND CONSOLIDATED) 
FOR THE QUARTER AND VEAR ENDED 31 &1 MARCH 2025 

The Audited Financial Results (Standalooe and Consolidated) of Aditya Birta 
Capita! Limited ("the Company") along with the Audit Reports of the Statutory 
Audlt0<$ of the Company for the quarter and ~ear ended 31 • March 2025 
have been reviewed by the Audit Committee and approved by Board of 
Directors of the Company at their Meetings held on 13"' May 2025, In te1TT1S of 
Regulation 33 and 52 of SEBI (Listing Obllgatlons and Disclosure Requirements) 
Regulations. 2015. 

The aforementioned financial results along with the Audit Reports 
of the Statutory AuditOfs thereon are available on the website of BSE 
(WWW bselndl■ .coml and NSE (WWW nselndi ■ com) and on the Company's 
website at https·//www.adltyablrlacapitalcom/ lnvastor-relaUons/ 
quarterly-results. The same can also be accessed by scanning the QR 
Code provided below: 

Place: Mumbai 

Scan the QR Code to 
view the Results on the 
website o f the Company 

For and on behalf ot the Board of Directors 
AOITYA BIRLA CAPITAL LIMITED 

Date: 13"' May 2025 

Kumar Mangalam Birla 
Chairman 

DIN: 00012813 
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