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T
he political ramifications 
of offshoring for domestic
employment have already
been explored in this issue.
But if and when an organisa-

tion has decided to offshore work, how does
it go about choosing the right location? 
This article presents some answers, and
focuses, but not exclusively, on a popular
area of business process outsourcing (BPO):
voice and contact centre work.

Recent research by the London 
School of Economics (LSE) has led to the
development of a framework for assessing
countries’ attractiveness as BPO locations.
The 20 factors that emerged from this
research are arranged under six main
headings below*, and the corresponding
factors are listed within of those sections.

The authors interviewed 30 global
sourcing analysts in client, provider,
consultancy, market analysis, and research
organisations. Those analysts identified 10
countries that are competing directly for

similar UK work – India; the Philippines;
South Africa; Poland; Morocco; Malaysia;
Kenya; Sri Lanka; Egypt; and Northern
Ireland (part of the UK, and therefore not
strictly offshore). Using the LSE framework,
the authors sought expert commentary on
these countries’ merits as business locations,
folding in their own research. 

1. Cost
(Labour; Infrastructure; Taxes and incentives)
Cost is invariably in the top three reasons
for outsourcing or setting up captives
(wholly owned centres) overseas. However, 
it is not a simple equation to arrive at. 

One commonly used measure is direct
operating cost per full-time employee. India,
the Philippines, Malaysia, and Egypt have
the most attractive operating costs when
calculated in this way, while Poland,
Northern Ireland and South Africa are most
expensive across the selected skills base. 

However, all 10 locations are subsidised
to some degree through tax allowances and

“Cost is
invariably in 
the top three
reasons for
outsourcing 
or setting up
captives
overseas. But it
is not a simple
equation.”

Compass
points
Once a decision has been made to offshore work, how do executives assess the relative
merits of  each location? Professors Leslie Willcocks and Mary Lacity and LSE research
fellow Andrew Craig present our most in-depth location report to date.
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*Authors’ note: Diana Farrell’s six-factor methodology [see standalone
RightShoring supplement, Professional Outsourcing Autumn 2012] uses the 
same main headings, but the 20 factors identified by the LSE come from reading
across all the academic studies and from the authors’ interviews with 30 sourcing
analysts. The authors acknowledge Farrell’s work and her paper, published in the
Harvard Business Review.
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Egypt, June 2013: Anti-government protesters show the ‘Arab Spring’ is ongoing.
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government/regional incentives for
inward investment. Post-subsidy, the net
effect moves South Africa higher up the
league table, behind Malaysia, India and
the Philippines.

Another factor is the infrastructure
cost, specifically telecommunications/
internet and power. The Philippines
benefited from early deregulation that
pushed down bandwidth costs by 40 
per cent (demonstrating how quickly 
the offshore cost equation can be changed
by governments’ actions).

South Africa plans to reduce its
telecoms costs by 20 per cent over the
next three years, but at the other end of
the continent, Egypt’s power, telecoms
and internet access costs are already
among the lowest. Northern Ireland’s
costs are very competitive in a Western
European context.

Market dynamics
Other factors are relevant in calculating
overall cost. The first is the client’s
location. For captive offshoring, client
companies compare destinations with
their own domestic costs. By this
comparison, all locations (including
Northern Ireland within the UK) offer
savings of between 25 and 75 per cent. 

But market dynamics are changing.
India and the Philippines are experiencing
an erosion of their cost advantage due to
scale and accelerating demand, creating
skills shortages that drive up labour prices.
One result is that these countries are
themselves outsourcing and offshoring
work to Egypt, Sri Lanka, and China in
order to stabilise their labour costs locally.

A final factor is hidden costs. Providers
in many of the countries suffer from a
widespread shortage of middle manage-
ment and team-leadership skills (notable
exceptions being Poland and Northern
Ireland). Dealing with such shortages costs
time, money, and sometimes productivity.
Clients often fail to consider their own
internal management costs as well.

• In terms of cost overall, India
remains the most attractive country for

the time being. The costs considered were
a combination of startup, infrastructure
and labour costs. Kenya is second on
costs, followed by the Philippines, South
Africa, and Egypt.

2. Skills
(Skills pool; Provider landscape)
The true availability of skills in another
country can be tough to assess. Poland
and Northern Ireland have well-developed
education systems that are generally
strong in sciences, technology, engineering
and business, and these are accessible to
the majority of their populations. 

This contrasts with less access to
education and with lower levels of
English/other language proficiency in
several African and Asian countries.
However, the labour pools of  Poland 
and Northern Ireland remain limited 
and could come under pressure in the 
face of growing demand. 

The scalability of labour resources in
the longer term is a major issue for client
companies to consider. The number of
graduates produced annually by any
country is one indicator of how scalable
the labour pool for the country will be in
the long run. 

In 2012, India added 230,000
employees to its 2.8 million ITO/BPO
workforce. India, of course, remains the
offshore powerhouse and its universities
produced 4.4 million graduates in 2012,
with almost 16 per cent of them focused
on science and technology. However,
reports suggest that only around 30 per
cent of these graduates are readily
employable. 

Pressure on skills and wages is pushing
Indian providers and captives towards
Tier-2 cities, and towards other cheaper
locations both within India and overseas
(such as the Philippines). India has an
800,000 call centre workforce, but has
seen repatriation to the UK and US over
service quality issues and Indian centres’
unpopularity with end-users. 

Egypt produces over 330,000 graduates
annually, nearly 10 per cent of  whom
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“The Philippines
benefited from
deregulating
early, which
pushed down
bandwidth costs
by 40 per cent.”
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(Above): The daily commute,
Warsaw style. A cyclist makes his
way through heavy rain, June 2013.
Poland has emerged as a major
offshoring destination. 
(Photo: Press Association). 



In the Philippines, 82 per cent of
outsourced work is voice contact,
primarily to the USA. The rest is in
ITO/BPO services, including finance,
accounting, medical transcription, HR
and IT. Filipino residents are considered
to speak a more ‘American-style’ version
of English than their Indian counterparts.
As a result, the Philippines overtook India
as the world’s offshore call centre capital
in 2011.

By 2012, the Filipino BPO industry
employed over 640,000 people. This is
expected to rise to 1.3 million, provided
the country’s key skills-creation problems
can be addressed. Like India, the
Philippines faces challenges in skills
shortages, retention of talent, and rising
labour costs. Some government action 
has been taken to address the skills issue. 

Sri Lanka has an adult literacy rate 

have degrees in technology, science, or
engineering. Over 25,000 graduates
annually from Cairo alone are able to
speak English and other European
languages. Like several countries, however,
Egypt has struggled to build the requisite
middle management skills in BPO.
However, its location is to its advantage,
making it a nearshore prospect for clients
in the UK and Europe.

In South Africa, graduates and post-
graduates have exceeded 140,000
annually in recent years, with 51 per cent
in science, engineering, technology and
business. South Africa added 370,000
people proficient in English to the
workforce in 2011 (compared with 4.4
million in India, and 450,000 in the
Philippines). Malaysia added 160,000 and
Egypt 70,000. South Africa is also strong
in legal, accounting and business skills.
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“Like several
countries, Egypt
has struggled 
to build the
requisite middle
management
skills in 
BPO. But its
location is to 
its advantage.”

Dhaka, May 2013: A woman grieves at the site of the collapsed factory in Savar.

(Above): The catastrophic collapse
of a garment factory near Dhaka 
in April 2013 led to the loss of 1,129
lives. It also brought Western
outsourcing practices into focus,
as most of the clothes made in the
region are destined for low-cost
outlets in the UK and US. In May, 
a garment factory collapsed in
Cambodia, killing two. See box,
page 27, for more on these issues. 
(Photo: Press Association). 



of 91 per cent, versus India’s 54 per cent.
Sri Lanka uses English as a unifying
language, primarily in government.
English is spoken by about 10 percent of
the population overall. With few skills
problems, BPO resources in Sri Lanka are
very affordable, typically costing between
seven and 15 per cent of what they would
in the UK or US.

Historically, Sri Lanka has provided
expertise in IT development, accounting
and legal back office work. There are real
opportunities for it to increase the scale of
operations and to grow the offshore
accounting and legal process outsourcing
(LPO) market, especially with the cost-
competitiveness that it can offer against its

neighbour, India. Sri Lanka has strong 
IT skills, with over 120 software
development firms and estimated IT
exports exceeding $70 million (£45
million). However, its ITO/BPO export
revenues are set to grow to $1 billion
(£640 million) by 2015. Sri Lankan
software is used globally by several airlines
and also operates a number stock markets
throughout the world. Several interna-
tional technology companies have set up
operations in the country, focused on
research and development. 

Kenya is at a relatively early stage in
development as an offshore location, but
has satisfactory skills in IT, English, and,
to some extent, knowledge processes –
enough to support further foreign
investment in its growing ITO/BPO
industry. 

Morocco is well positioned to provide
nearshore support to European-based
companies. Morocco offers well-trained
people, and for voice BPO has strong
capabilities in French and Spanish, as well
as in English. In particular, it has a large
pool of skilled people in the region where
banks, computing, and insurance
companies are becoming clients. 

Morocco’s business parks already host
more than 100 multinationals, and it
intends to grow an outsourcing workforce
of  more than 90,000 people by 2017,
concentrating on shared service centres,
non-voice BPO, voice BPO, and ITO. 

Skills challenges
Malaysia has a literacy rate of  92 per 
cent and a workforce of over 12 million,
with over 180,000 graduates entering 
the labour market annually, 54 per cent 
of  whom have science and technology
degrees. English speakers make up 28 per
cent of the population. The country’s
education and training programmes
support IT, finance and accounting, and
general BPO activities.

• Widespread shortages of middle
management and team leadership skills
typify mature locations such as the
Philippines, India, and Sri Lanka, as well
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Mandela: A figurehead of change in South Africa.

(Above): The former South African
President, Nelson Mandela,
brought the end of the Apartheid
era. South Africa now enjoys
significant growth prospects in
many areas. But problems remain.
(Photo: Press Association). 

“Sri Lanka 
uses English 
as a unifying
language,
primarily in
government. 
It is spoken by
about 10 per
cent of the
population.”



as emerging locations such as Kenya 
and Egypt. Northern Ireland and 
Poland, however, have strong capabilities,
which gives them an advantage. 
(Separate LSE research shows that 
good middle managers are essential for
outsourcing relationships to succeed.)

• India and the Philippines have 
the highest levels of skills availability in
general, but this can vary by region and,
in common with all locations, also by city.
However, while India has the biggest skills
base, it also has the greatest demand. Sri
Lanka and South Africa are more likely to
focus on specific target markets in which
they have both resources, and on
cultural/institutional affinity. 

3. Environment
(Government; Business; Quality of life;
Accessibility)
All governments try to attract foreign
investment (FDI), and many offer special
development zones – such as the free
trade zone in Egypt and the nearshore
centres in Morocco. Most of these offer
tax breaks, simplified administration
procedures, reduced bureaucracy, and, 
in some case, more flexible labour rules. 

In India, the business environment
varies by region, and the legal system is
not always as supportive as it is in South
Africa, Malaysia, Poland, or Northern
Ireland. (As Professional Outsourcing
went to press on 15 June, a £100 million
Northern Ireland economic plan was
agreed, designed to help revive the
region’s prospects.)

Intermediary agencies help, with the
exemplars being Nasscom in India and
the Business Processing Association in the
Philippines. Similar organisations operate
in nearly all the countries studied, but
with a lower profile and less engagement. 

Most governments understand that, 
to support an emerging or mature BPO
industry, strong action is required to
eradicate corruption. Transparency
International’s Corruption Perceptions Index
reports on this issue, showing a changing
picture from year to year. 

The Outsourcing Professional: Location special / Assessing countries
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• Your moral compass: human rights
Methodologies for choosing offshore locations should also include
the impact on the host nation and its workers. Issues include local
labour laws, practices and safety, but also human rights records 
– including censorship, and discrimination on the grounds of
ethnicity, gender, faith, politics, disability, and sexuality.

All of the countries discussed have set out to attract FDI and
trade. But the distortions that outsourcing can create in local
economies, and any failures in how those countries treat their own
workers, are both issues that can be amplified by Western money.

For example, the BBC reports that two months after the Rana
Plaza factory collapse in Bangladesh (pictured above) that killed
more than 1,100 people, new building inspections reveal that six 
out of every 10 factories in that country are unsafe – but still 
full of workers. Most of the garments produced in Bangladesh are
destined for Europe and the US, often for fast-fashion outlets.

In some nations, human rights and equality issues are a particular
consideration, including countries that allow child labour or which
lack equal opportunities for women. There are also those that use
the death penalty to suppress political dissent, or advocate its use
against minors and against minorities, such as gay men. 

Failure to consider these issues could be interpreted as tacit
support. That said, many developing nations regard any perceived 
interference in such areas as a form of imperialism.

LSE Outsourcing Unit research shows that over half of client
organisations now include a corporate social responsibility (CSR)
assessment of vendor countries when making outsourcing decisions.
But that means that nearly half of all enterprises are failing to do so.

A range of organisations can help, including: Amnesty
International (www.amnesty.org.uk); The Index on Censorship
(www.indexoncensorship.org); the Trades Union Congress
(www.tuc.org.uk); and the International Labour Organisation
(www.ilo.org), which is part of the UN.

CM➔



Generally, Northern Ireland, Malaysia,
Poland, and South Africa tend to score
better against corruption; India and
Morocco less so; and the Philippines,
Egypt, Sri Lanka, and Kenya less so
again. However, business environments
can be made more compatible with
clients’ standards through the setting up 
of controlled business zones – such as
India’s and Morocco’s business parks. 

As business environments, Malaysia,
South Africa, Northern Ireland, and
Poland tend to be more compatible with
their target markets, while Kenya has had
to make concerted efforts to stabilise the
business zone around Nairobi. Sri Lanka
and India have strong cultural compatibil-
ities with the UK market – although that
has not prevented Indian call centres’
from being unpopular with end-users.

In terms of the living environment
overall, South Africa, Northern Ireland,
and Malaysia – followed by India and 
the Philippines – score highest, and 
Kenya the lowest. 

The question of time
From a UK perspective, Northern Ireland
(as part of the UK), Poland, Egypt,
Morocco, and South Africa all have
compatible timezones, but countries like
Morocco and Egypt can play into
nearshore niches that give them
advantages. That said, clients may take
advantage of the timezone differences
between them and India, Sri Lanka and
Malaysia, for example, to create 24x7
services for themselves and their
customers. The Philippines, meanwhile,
scores more highly on accessibility with its
US-based customers. 

• On the ‘Government’, ‘Business’, and
‘Quality of  life’ factors, respondents were
consistent in their scoring, but on accessi-
bility they recognised that much depended
on what the target markets were for each
country. Combining all of these factors,
Northern Ireland scored highest, followed
by Poland and South Africa. Malaysia,
India, and the Philippines ranked equal
fourth, according to our analysts.

4/ Quality of infrastructure
(ICT; Real estate; Transport; Power)
It is difficult to run an offshore voice/
contact centre operation without reliable,
fast technology that has low downtime,
swift restoration of service, and good
connectivity. Most Tier-1 and Tier-2
Indian locations achieve this. 

Malaysia has advanced IT and
telecoms facilities. In other Asian and
North African countries, it is common 
to find an advanced IT infrastructure in
business parks and large cities, but limited
infrastructure in rural areas – if any at all.
Thus Morocco has a good infrastructure,
but mainly in its special development
zones. The Philippines stands out as
having particularly good telecoms, with a
reliable domestic and inter-island service
because of the US military bases there.
South Africa has made rapid strides in
both stabilising and developing its ICT
infrastructures. 

Polish ICT is comparable with UK
(including Northern Ireland) and French
infrastructures. At 61 per cent, Northern
Ireland’s internet penetration is lower
than the UK average of 65 per cent, 
but superfast broadband coverage is on 
94 per cent of connections compared 
with 60 per cent for the UK as a whole,
according to Ofcom figures. Sri Lanka has
a relatively good record, while Kenya is
building its capability and already has
better access to steady connectivity. 

Property questions
The cost of real estate can be an
unpleasant surprise in some offshore
locations. Mumbai and Bangalore in
India, for example, are no longer
inexpensive. As a country or city grows 
its offshoring market, property prices rise
– as is happening in Poland, for example.
The Philippines still enjoys low real estate
costs, and hosts special economic zones in
several cities. Parts of South Africa offer
less expensive land than the Philippines.

Property and land costs vary across 
the other locations, with Malaysia and
Northern Ireland joining Poland at the

(Top): Terrorism is a feature of
many countries throughout the
world – including the US and
much of Western Europe, of
course. But more common threats
come from organised crime, fraud
and corruption. (Middle): A Kenyan
demonstrator for workers’ rights
offers a rose to a riot policeman.
Kenya is one of several African
countries to see economic growth
in providing BPO services to
Western businesses. (Bottom):
Many types of business thrive on
the low-cost labour available to
them offshore. But what of local
jobs? (Photos: Press Association)
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higher end. Sri Lanka and Kenya are 
at the lowest end, while Egyptian and
Moroccan costs tend to be ringfenced
within the business parks.

Transportation and power tend to 
be at their most efficient and reliable in
Poland, South Africa, Northern Ireland,
and Malaysia. The Indian experience is
highly dependent on location. Roads 
and transportation are generally of low
quality in the Philippines – although, 
as in India, the BPO sector often operates
in protected conditions created by the
service providers themselves. 

Morocco tends to have better transport
and power facilities than Egypt, although
Egypt has been upgrading extensively
over the last three years. Of the 10
countries, Sri Lanka and Kenya are at 
the bottom end on these factors. 

Outside the top few countries, it is
common to find that transportation and
power infrastructures are more developed

around areas where a workforce with the
required skills is available, and often only
near international airports, major cities, 
or development zones. 

• Respondents rated Poland and
Northern Ireland as top on infrastructure
overall, followed by Malaysia, South
Africa, India, and the Philippines.
However, this may reflect particular
experiences of the BPO environment,
rather than a broader country context.
Kenya is rated lowest overall, followed 
by Egypt and Sri Lanka.

5/ Risk
(Security; Disruptive events; Macroeconomics;
Regulations; IP)
When making offshoring decisions,
companies have typically been driven 
by cost, skills, and service considerations.
But with political upheaval and economic
problems across many parts of the world,
risk has taken on greater significance. 

“Transportation
and power tend
to be at their
most efficient
and reliable in
Poland, South
Africa, Northern
Ireland, and
Malaysia.”

One eye on the economy?: Wipro’s Azim Premji faces the prospect of stalling growth.

➔

(Above): While some outsourcing
vendors’ profits are up, India’s
economy may be running out 
of steam. At the same time,
Western economic uncertainty
remains. Indian growth was 4.8 
per cent in Q1 this year, healthy 
by Western standards but the
slowest rate for India in a decade. 
(Photo: Press Association). 
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For example, Egypt’s BPO activity stalled
when the Arab Spring swept across its
region in 2011, while natural disasters
have affected many parts of  the world,
especially in Asia. 

Terrorism has had a high profile in
many countries, including India, Sri
Lanka, Egypt, Northern Ireland, and
Kenya. Such risks can be on a national
scale, or limited to disputed areas. More
common risks to personal security come
from fraud and crime, and this tends to
vary by region and by city. 

The risk league
Egypt, Kenya and Sri Lanka were 
rated by respondents as the highest-risk
countries in political terms, but this can
swiftly change. For example, respondents
scored Malaysia, Northern Ireland and
Poland as countries with the lowest
political risk – but Malaysia suffered
unrest in June 2013, while as
Professional Outsourcing was going 
to press, anti-capitalist protests were being
planned in Northern Ireland ahead of the
G8 summit. Serious rioting has taken
place in Turkey, and occurred in France
and elsewhere in previous weeks.

Despite isolated attacks, Morocco 
has remained largely unaffected by the
Arab Spring, while South Africa’s violent
suppression of labour unrest in 2012 can
– hopefully – be placed in the context of a
relatively stable democracy and economy.
India and the Philippines are also
considered stable for business purposes. 

Professional Outsourcing believes
that risk calculations should also include
other criteria, in line with organisations’
Corporate Social Responsibility (CSR)
policies. These include local labour laws,
working conditions, and human rights
issues generally [see box, page 27].

Regulatory risk is another considera-
tion. Northern Ireland, Poland, and
Malaysia have the best profiles, while
Kenya, Egypt, and Sri Lanka have the
worst, said respondents. India receives
some criticism about its legal inefficiency,
while the Philippines, South Africa, and

Morocco are rated as meeting business
requirements. 

Intellectual property (IP) risk is seen 
as being worst in Sri Lanka, Kenya, and
Egypt, followed by Morocco. There is
divided opinion about IP security in India
and the Philippines, which may reflect
their large market sizes (and, therefore, 
a broad range of client experiences).
Northern Ireland and Poland are rated as
offering excellent IP security, while South
Africa and Malaysia are seen as good.

Respondents found macroeconomic
risk difficult to anticipate, given the
complexity of the world economy post-
2008. But as far as it can be predicted, 
Sri Lanka and Egypt received the lowest
rating, followed by Kenya. India, the
Philippines, and Northern Ireland
received the highest ratings. South Africa,
Poland, Morocco and Malaysia were each
seen as robust. However, respondents
registered more reservations and
differences of opinion on this than for 
any other factor in the survey.

• Combining the five risk factors,
Northern Ireland and Poland emerge as
having the best risk profiles of the 10
locations, followed by India, South Africa,
and Malaysia. Kenya and Egypt are
considered the most risk-prone countries
in the sample, followed by Sri Lanka.
However, all locations are seen as meeting
minimum requirements.

6/ Market potential
(Local markets; Nearby markets)
In terms of scale and range of services,
India with $68 billion (£43.7 billion)
ITO/BPO annual revenues is easily
number one in the captive and offshoring
market, but is less strong on supply to the
host and nearby region. The Philippines is
next largest, with $11 billion (£7 billion)
in revenues. According to respondents,
both these countries will use this base to
accelerate their growth over the next five
years – despite hard evidence that the
Indian economy is slowing down.

Indian providers are increasingly
offering best-shoring models, mixing skills

The Outsourcing Professional: Location special / Assessing countries
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New perspectives on outsourcing.
(Top): Indian workers do their
morning exercise outside a rural
BPO centre. Such centres are
opening in many parts of the
country that have so far escaped
the benefits of its economic
prosperity. [See Professional
Outsourcing, Spring 2013 for an 
in-depth look at rural BPO.]
(Middle): Traditional skills meet
new money as Egyptians enjoy 
a boat ride through Cairo, along
the River Nile. (Bottom): A street
scene in Morocco, an increasingly
popular offshore location. 
(Photos: Press Association)



onshore, offshore and ‘anyshore’ in the
search for optimal prices and skills. Both
India and the Philippines are attempting
to move higher up the value chain into
complex BPO. 

Given these advantages, the other eight
competing countries tend to seek service
niches in order to differentiate, gain new
business, and build momentum and scale.
Sri Lanka gains ‘overload’ work from
India at a lower price point, but is gaining
momentum in software development,
accounting, and legal processing services. 

Morocco will continue to be a
relatively small but growing market,
mainly nearshoring services for Western
Europe. Egypt has voice captives and a
small but growing IT services and BPO
market. However, its offshoring promise is
temporarily on hold while political and
economic instabilities remain. 

Competing attractions 
Malaysia is a second-tier outsourcing
location with good cost competitiveness,
English, and technical skills. It seeks to
grow itself as an ITO/BPO location and
has good infrastructure for captive
operations, but is still looking for its
precise focus and market(s). 

Poland has been growing fast as a
destination both for nearshore work from
Western Europe, and for large global
providers. Its education dividend in
technical and engineering skills and highly
employable workforce give it leverage in
complex ITO/BPO work, as well as more
commoditised services. In time, cost
pressures will emerge as a ‘problem of
success,’ as is already the case in India.

Northern Ireland also has a strongly
employable ITO/BPO workforce but at a
less attractive price point, and so is likely
to gain momentum in less recessionary
conditions to take advantage of its
nearshore positioning in Europe (and 
its affiliations with the US). 

Respondents see South Africa as a
rising offshore location with strongly
differentiated services, but which is
underplaying its potential strengths in

financial services and legal process
outsourcing. Kenya is seen as a start-up
location with limited scale, able to deliver
on IT, voice, and some commodity back
office work, but needing several years of
sustained investment and marketing to
achieve the scale of the other locations. 

• Respondents were asked to rate the
attractiveness of local markets, and the
access to nearby markets. Here India and
South Africa were perceived as having the
top market potential, although both
received lower scores for ‘access to nearby
markets’ than for ‘access to local markets.’
Clearly, also, the scale of the opportunity
in each case is different. 

• The Philippines, Malaysia and
Poland were the next placed, while Kenya
and Egypt were ranked lowest. In Egypt’s
case, this reflects a real downturn in
fortunes from 2009, when it was ranked
the top non-BRIC country on this factor.
Its poor risk profile has downgraded its
market potential considerably. ■

• Additional reporting Chris Middleton.

“Morocco will
continue to be 
a relatively
small but
growing BPO
market, mainly
nearshoring
services for
Western
Europe.”

• Conclusion
All 10 of these countries are valid offshore destinations. Considering
the average country competitiveness scores across all six primary
factors, India is ranked first, and the Philippines, Poland, and South
Africa are tied for second. 

However, the most important finding is that there is now little
variation among the top six ranked countries. India, the Philippines,
Poland, South Africa, Northern Ireland, and Malaysia are all rated as
good offshore destinations overall. Morocco, Sri Lanka, Egypt, and
Kenya all meet minimum requirements.

So where does all this leave the buyer? First, no client organisa-
tion should select offshore destinations by focusing solely on
relative country advantages. Most buyers understand that cost
drivers, environmental factors, and risk profiles can rapidly shift, 
but they should nevertheless take all of these factors seriously, along
with the hidden costs and the domestic impact of their decisions.

Second, decision-makers should use the country advantages
outlined in this report in conjunction with a broader set of business
criteria. This means considering the organisation’s strategic objectives
and its overall commitment to certain destinations – including,
perhaps most importantly, within the home country.
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