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Emerging BPO Services: Unlocking Growth Through Facility Management

In the ever-evolving business landscape, outsourcing has transformed since the 1980s, starting with simple
tasks like call customer service and expanding to include advanced offerings such as data analytics and cloud
solutions. One area that has evolved significantly is Facilities Management (FM). FM outsourcing drives cost
reduction, revenue increase, and capability aggregation. Effective management of workspace environments,
equipment, consumables, and services directly impacts workforce efficiency and organizational success. Thus,
FM has become a significant focus within the BPO industry, playing a vital role in enhancing customer
satisfaction, employee productivity, and shareholder value. This paper explores how Facility Management (FM)
emerges as a strategic solution, unlocking potential through BPO.

Facilities Management is a service offering dealing in the coordination of space, infrastructure, people, and
organization. It supports the functionality, safety, and sustainability of buildings, offices, warehouses, hotels,
airports, labour camps, etc. It encompasses the planning, operation, and maintenance of a company's physical
assets and services, ensuring a productive and sustainable work environment. By outsourcing these non-core
functions to BPO specialists, businesses gain Enhanced Focus, Cost Optimization, and access to Expertise &
Innovation. In 2023, this market was estimated to be USD 966 Bn (Figure 1).
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These are technical tasks These are non-technical tasks These are supplementary
essential for maintaining a that enhance occupants' well- services that go beyond core
building’s physical infrastructure, being and comfort, including hard and soft services, such as
such as HVAC systems and other cleaning, security, landscaping, catering for events, waste
permanent structures. and interior decorating. management, and pest control.
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Total: 966 Bn USD

Figure 1 A: FM Market, 2023, By Service Type, Bn USD
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company has in their portfolio the services can be
offered through one of the three delivery models given

below:

8
3

However, agnostic to the type of FM service that a BPO

Single Services

Individual facilities management tasks or
services are outsourced to a third party, such
as cleaning or security having separate
contract for each of them.

Bundled Services

Multiple facilities management services, like
cleaning, maintenance, and security, are
combined into a single contract agreement
with a single provider for efficiency and cost-
effectiveness.

Integrated FM Services

Contracts that involve outsourcing the
management of all facilities services to a
single provider including strategic planning,
coordination, and delivery of services for
seamless operations.
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FM Market, 2023, By Delivery Model, Bn USD

Bundled
Services, 189,

20% Single
Services, 660,
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Total: 966 Bn USD

Figure 1 B: FM Market, 2023, By Delivery Model, Bn USD

As of 2023, contribution of soft services was the highest at 67% to overall revenue in the FM market (Figure 1

A). Private sector was the largest consumer of FM Services, and the delivery model of single services

contributed the highest to overall revenue of FM services which was 68%.
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Figure 2: Global FM Market Size as per the Delivery Model, Bn USD

Globally, FM market is poised for significant growth, projected to reach $1.24 Trillion by 2027, with a CAGR of
6.6%. Integrated FM services are expected to witness a higher growth rate of 10.3%, indicating a rising
demand for comprehensive solutions as demonstrated in Figure 2. Notably, Asia is forecasted to be the largest
FM market globally by 2027, fuelled by rapid urbanization and economic development.

Middle East — The Emerging Star

Currently, the FM market in the Middle East is an emerging one, valued at 51 Bn USD accounting for around 6%
of the global market in 2022. However, the projected growth rate for the FM market in the Middle East from
2022 to 2027 is around 11% which is way higher than the global CAGR of 6.6% indicating that the
opportunities for growth in the region are massive. The market will grow at a fast pace and is expected to be
valued at 85 Bn USD in 2027 accounting for 7% share in the global market.
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Figure 3: Middle East FM Market Size, Bn USD
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Saudi Arabia is the largest market for FM in the region accounting for 50% of the total FM market in the Middle
East in 2022 and is expected to be the largest market even in 2027 with 49% of the total FM market share in
the Middle East followed by UAE, Qatar and Bahrain.

The FM landscape is continuously evolving, fuelled by emerging trends such as Data-Driven Insights, Smart
Buildings & 10T, Robotics & Automation, Sustainability Focus, and Remote Service Delivery. These trends will
influence FM services in several ways, including the evolution of service scope, technological advancements,
and the emergence of new business models.

Energy management is rapidly gaining significance in the Middle Eastern facilities management (FM) market,
particularly within the retail and warehouse sectors. These integrated services are designed to proactively
monitor, control, and optimize energy consumption, thereby reducing costs and enhancing sustainability. From
basic measures like switching to energy-efficient lighting to more advanced strategies such as HVAC
optimization, energy management is becoming a cornerstone of FM offerings. Leveraging technologies like Al,
loT, and cloud computing, FM providers are able to deliver comprehensive solutions that maximize energy
efficiency and minimize environmental impact. This rising trend underscores the growing importance of energy
management within the broader FM landscape, as companies increasingly prioritize sustainability and cost-
effectiveness in their operations.

0.5 -1 Years 2 - 4 Years 5 -6 Years

Medium Term
Opportunity

Short Term
Opportunity

Long Term
Opportunity

» Productive Hybrid Workforce » Organizational Resilience » Workplace Optimization
» Healthy Buildings » Sustainability » Energy management

» Customer Alignment » Augmented Operations » Data Analytics

» Remote Services » Contactless Services » Hard Services

> Service Integration

Figure 4: Trend of Impactful Opportunities for BPO Services Providers in FM Market
In conclusion, the evolving Facilities Management (FM) market in the Middle East offers a lucrative
opportunity for BPO service providers seeking growth in revenues and customer base. In the near term,
focusing on remote services, hybrid workforce models, and integrating operations with advanced solutions like
service integration, data analytics, and workplace optimization will be key. With a projected growth rate
exceeding the global average at 11%, the region is poised for substantial development, estimated to reach a
value of 85 billion USD by 2027. Saudi Arabia, as the largest market, remains a dominant force, presenting

significant potential for BPO companies aiming to capitalize on the region's rapid expansion.
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standards in everything we do
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Focus on delivering maximum client impact
through innovation and collaboration

ETHICAL APPROACH

Respect, fairness, and transparency in all
our interactions

Contact Us:

Subhabrata Sengupta| Partner
subhabrata.sengupta@consultavalon.com | +91 9910012983

Ganesh Shewatkar | Sr. Consultant Priyabrata Mohapatra | Consultant
ganesh.shewatkar@consultavalon.com | +91 9975066867 privabrata.mohapatra@consultavalon.com | +919791088019
MUMBAI DELHI CHENNAI
WeWork, Embassy 247 Park,13B107, 13th Floor, Spaces Olympia, Olympia Technology Park,
Lal Bahadur Shastri Rd, Gandhi Nagar, W?W?rk’ Eldeco Cethre, Block A, 9th Floor, Citius Block, 1-SIDCO Industrial
Vikhroli West, Mumbai — 400079, Shivalik C?Iony, Malviya Nagar, Estate, Guindy, Chennai - 600 032,
Maharashtra New Delhi —110017 Tamil Nadu
Delhi

Phone : +91 7304529720/ 21
E-mail : mumbai@consultavalon.com

Phone : +91 7305152869/ +91 7305189261

Phone : +91 74286 24664 E-mail : chennai@consultavalon.com

E-mail : delhi@consultavalon.com

WeWork, Raheja Platinum, Sag Baug Road, off, WeWork, 5th Floor Two Horizon Centre DLF,
Andheri — Kurla Rd, Marol, DLF Phase 5, Gurugram,
Andheri East, Mumbai, Haryana 122002
Maharashtra 400059 Phone : +91 74286 24664
Phone : +91 73045 29720/ 21 E-mail : delhi@consultavalon.com
E-mail : mumbai@consultavalon.com
BANGALORE SINGAPORE
WeWork, Prestige Atlanta, 65 Chulia Street, AVA Lo N
80 Feet Main Road, Koramangala 1A Block, #38-02/03 OCBC Centre .
Bengaluru 560034 Singapore 049 513 ConSUltlng
Phone : +91 9886348187 Phone: +65 3138 2042 www.consultavalon.com
E-mail : bangalore@consultavalon.com Email : admin@apex-avalon.sg
@ @ Disclaimer: Any views or opinions represented in this paper are personal and belong solely to the author
and do not represent those of people, institutions, or organizations that the author may be associated

WIS EVEITNEeIa Y with in a professional capacity unless explicitly stated.


mailto:mumbai@consultavalon.com
mailto:delhi@consultavalon.com
mailto:delhi@consultavalon.com
mailto:chennai@consultavalon.com
mailto:mumbai@consultavalon.com
mailto:admin@apex-avalon.sg
mailto:bangalore@consultavalon.com
http://www.consultavalon.com/
mailto:ganesh.shewatkar@consultavalon.com
mailto:darshan.dutta@consultavalon.com
mailto:premchand.c@consultavalon.com
http://www.consultavalon.com/
https://twitter.com/consultavalon
http://www.linkedin.com/company/avalon-consulting

	Slide 0
	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5: Our Values-

