
The revival of the U.S. mortgage industry 
drove significant growth in the number of 
mortgage BPO contracts, particularly 
among small and medium enterprises

however, because they lacked capability and/or 
capacity, they looked to outsourcing

but smaller enterprises, 
including regionals and

super-regionals, snapped 
up the opportunity 
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and medium buyers rose
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Rate of delinquencies
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large banks 
were unwilling

to wade into the waters

As a result

triggering a net increase in the overall
lending business

% of new mortgage BPO contracts in U.S. 

2011 2012

small & 
medium-sized 
buyers

large buyers

2011 2012

Mortgage & 
BFSI

No mortgage

Mortgage 
only

research.everestgrp.com/offerings/banking-financial-services-and-insurance-bpo
Source: Everest Group 2013

Feb 2014


