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BPO market is evolving – from being people and process centric to 

focussing on intelligent automation
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Lift and Shift

BPOpen®

BPO Command 

Center

1995+

Focus on Process

Transformation

Global Process 

model©

IP and Technology

2005+

Focus on Enterprise

Transformation

Global Enterprise

Model

Vertical Expertise

2012+

Focus on Intelligent 

Automation

F&A in the cloud

Digital Operating

Model

Today



3 Copyright © Capgemini 2017. All Rights Reserved

Business Model | June 2017

3 Copyright © Capgemini 2017. All Rights Reserved

Business Model | June 2017

Impact of evolution on Business Models and on Capgemini Poland

Impact on skills

Target Operating Models

▪ Processing skills

▪ Client technology

▪ Process expertise

▪ Business Process 

Management tools

▪ Transformation capability

▪ Interaction skills

▪ Full enablement technology 

suite

▪ Knowledge workers and robots

▪ Automation Drive Framework

▪ Project capabilities

▪ Straight Outsourcing

▪ Limited scope 

▪ FTE based pricing

▪ SSC / Outsource Hybrid 

▪ Extended scope

▪ Transaction based pricing

▪ Global Business Services

▪ 3 tier operating model

▪ End to end scope and gain

sharing

▪ Innovative partnerships:

▪ Build Operate Transfer

▪ Virtual Delivery Center

▪ Digital Operating Model

▪ Varying pricing models

Focus on People

Lift and Shift
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Focus on Process

Transformation

2005+

Focus on Enterprise

Transformation

2012+

Focus on Intelligent 

Automation
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Knowledge workers get the right answer rapidly for the best customer 

experience

Knowledge foundation 

that fosters self service 

and flattens pyramid

Improved Service 

Desk experience

Automated 

knowledge access

Analytics to 

identify root cause

of problems

Query handle time 

reduced by up to 75%
Reduced query 

volumes by up to 60%

Basic training

time reduced

by up to
80%

Improved customer 

experience scores 

by up to
50%
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The 5 senses of Intelligent Automation

Service

Analyze

Interact

Knowledge  
Monitor

Work item recording & management

Process Automation

Act

Service

Work item records

User feedback

Monitoring logs

Service reporting

Business outcomes

Data Sources

Cognitive Computing

Predictive Analytics

Machine Learning

Natural Language 

Processing 

Techniques

Think

Analyze

Automated Content Repository

People Collaboration 

Remember
Knowledge  

End User Experience

Business Transactions

Watch
Monitor

Chatbots/ Virtual Agent

Omni-Channel Interactions

Listen / Talk
Interact
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eSOAR

Benchmarking 

Maturity assessment

Design thinking 

We deliver breakthrough value by applying best in class Assets and

Methods to drive GBS transformation efforts

Transformation 

Management 

Office

OCM Model

Digital GEM

Virtual Delivery 

Center

Innovation Lab

Global 

Command Center
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Our transformation life-cycle to re-imagine the digital future with our 

clients

Run

Refresh

Reimagine

Reengineer

Roll out
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About Capgemini

With more than 190,000 people, Capgemini is present in over 40 countries

and celebrates its 50th Anniversary year in 2017. A global leader in

consulting, technology and outsourcing services, the Group reported 2016

global revenues of EUR 12.5 billion. Together with its clients, Capgemini

creates and delivers business, technology and digital solutions that fit their

needs, enabling them to achieve innovation and competitiveness. A deeply

multicultural organization, Capgemini has developed its own way of

working, the Collaborative Business Experience™, and draws

on Rightshore®, its worldwide delivery model.
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