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Skopje, North Macedonia

Source: IMF, Regional Economic Outlook (April 2023), p. 2

�6�H�D�V�R�Q�D�O�O�\���$�G�M�X�V�W�H�G�����������&�R�X�Q�W�U�L�H�V���:�L�W�K���P���$�V���W�K�H���2�I�g�F�L�D�O���&�X�U�U�H�Q�F�\��

�%�Q�P�U�W�O�G�T���%�Q�P�’�F�G�P�E�G���K�P���V�J�G���'�W�T�Q���<�Q�P�G

INTRODUCTION

�6�J�G�� ���������� �4�[�C�P�� �5�V�T�C�V�G�I�K�E�� �#�F�X�K�U�Q�T�[�� �(�T�Q�P�V�� �1�H�’�E�G�� �%�:�� �1�O�P�K�D�W�U�� �5�W�T�X�G�[�� �T�G�I�K�U�V�G�T�U�� �V�J�G�� �E�Q�P�E�G�T�P�U�� �Q�H��
�G�P�V�G�T�R�T�K�U�G�U���C�U���V�J�G�[���C�F�C�R�V���V�Q���C�P���W�P�E�G�T�V�C�K�P���D�W�U�K�P�G�U�U���N�C�P�F�U�E�C�R�G�����*�Q�Y�G�X�G�T�����E�Q�O�O�Q�P���Y�Q�T�T�K�G�U���J�C�X�G��
�P�Q�V�� �G�P�I�G�P�F�G�T�G�F�� �C�� �E�Q�O�O�Q�P�� �U�G�V�� �Q�H�� �U�Q�W�T�E�K�P�I�� �U�V�T�C�V�G�I�K�G�U���� �+�P�U�V�G�C�F���� �G�Z�G�E�W�V�K�X�G�U�� �C�E�T�Q�U�U�� �'�W�T�Q�R�G�� �C�T�G��
�G�Z�R�N�Q�T�K�P�I���C���T�C�P�I�G���Q�H���F�Q�O�G�U�V�K�E�����P�G�C�T�U�J�Q�T�G�����C�P�F���Q�H�H�U�J�Q�T�G���U�G�T�X�K�E�G���F�G�N�K�X�G�T�[���O�Q�F�G�N�U���H�Q�T���R�T�Q�X�K�U�K�Q�P�K�P�I��
�G�P�F���W�U�G�T�U���Y�K�V�J���E�W�U�V�Q�O�G�T���U�G�T�X�K�E�G�U������

�9�C�T�� �K�P�� �7�M�T�C�K�P�G���� �2�G�T�U�K�U�V�G�P�V�N�[�� �J�K�I�J�� �K�P�H�N�C�V�K�Q�P���� �.�Q�Q�O�K�P�I�� �T�G�E�G�U�U�K�Q�P�� �K�P�� �V�Y�Q�� �Q�H�� �V�J�G�� �T�G�I�K�Q�P�f�U�� �N�C�T�I�G�U�V��
�G�E�Q�P�Q�O�K�G�U�����)�G�T�O�C�P�[���C�P�F���V�J�G���7�P�K�V�G�F���-�K�P�I�F�Q�O��1  Life in Europe has been fraught over the past 
�[�G�C�T�� �C�U�� �I�G�Q�R�Q�N�K�V�K�E�C�N�� �W�R�J�G�C�X�C�N�� �E�Q�P�X�G�T�I�G�F�� �Y�K�V�J�� �R�Q�E�M�G�V�D�Q�Q�M�� �Y�Q�T�T�K�G�U�� �V�J�C�V�� �K�P�X�C�T�K�C�D�N�[�� �K�O�R�C�E�V��
�E�W�U�V�Q�O�G�T���G�Z�R�G�T�K�G�P�E�G��

1 “According to the latest World Economic Outlook, Germany’s economy is forecast to contract by 0.1%, and Britain’s by 0.3%, in 
2023.  France and Italy are on track to record 0.7% growth in 2023. IMF, Regional Economic Outlook: Europe (April 2023), p. 29.  
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Respondents from the UK, Spain, France, Italy & Germany

Using a scale of 1 – 8 (1 = not at all favorable, 8 = very favorable), please provide your degree of 

favorability to the following offshore locations for contact center delivery (choose one for each country) 

Whether you currently do or do not work with an outsourcer for some or all 

of your contact center delivery needs, please indicate your level of interest 

in engaging with the following type of providers using a scale of 1 – 8 (1 = 

�Q�R���L�Q�W�H�U�H�V�W��������� ���V�L�J�Q�L�g�F�D�Q�W���L�Q�W�H�U�H�V�W����

�6�R�X�U�F�H�����5�\�D�Q���6�W�U�D�W�H�J�L�F���$�G�Y�L�V�R�U�\���������������)�U�R�Q�W���2�I�g�F�H���&�;���2�P�Q�L�E�X�V���6�X�U�Y�H�\�����S������������

�1�H�H�U�J�Q�T�G���.�Q�E�C�V�K�Q�P���(�C�X�Q�T�C�D�K�N�K�V�[��

�;�G�V���� �V�J�G�� ���������� �1�O�P�K�D�W�U�� �5�W�T�X�G�[�� �C�N�U�Q�� �U�J�Q�Y�U�� �V�J�G�� �T�G�U�K�N�K�G�P�E�G�� �Q�H�� �M�G�[�� �F�G�N�K�X�G�T�[�� �F�G�U�V�K�P�C�V�K�Q�P�U���� �#�� �J�Q�U�V�� �Q�H��
�Q�H�H�U�J�Q�T�G���O�C�T�M�G�V�U���P�Q�V�E�J�G�F���J�K�I�J���F�G�I�T�G�G�U���Q�H���H�C�X�Q�T�C�D�K�N�K�V�[���C�O�Q�P�I���%�:���F�G�E�K�U�K�Q�P���O�C�M�G�T�U���K�P���V�J�G���7�-�����5�R�C�K�P��
�C�P�F���(�T�C�P�E�G�����/�G�C�P�Y�J�K�N�G���2�Q�N�C�P�F�����'�I�[�R�V�����C�P�F���U�G�X�G�T�C�N���U�O�C�N�N���F�G�U�V�K�P�C�V�K�Q�P�U���G�P�L�Q�[���E�T�Q�U�U���O�C�T�M�G�V���U�W�R�R�Q�T�V���K�P��
�'�W�T�Q�R�G�C�P���F�G�O�C�P�F���N�Q�E�C�V�K�Q�P�U����

DEMAND-MARKET TRENDS

�#�E�T�Q�U�U���'�W�T�Q�R�G�����G�P�V�G�T�R�T�K�U�G�U���V�J�C�V���G�P�I�C�I�G���V�J�K�T�F���R�C�T�V�[���Q�W�V�U�Q�W�T�E�G�T�U���K�P�E�T�G�C�U�K�P�I�N�[���H�C�X�Q�T���O�K�F���U�K�\�G���U�G�T�X�K�E�G�U��
�R�T�Q�X�K�F�G�T�U�� �
���������O�P���������O�P�� �K�P�� �C�P�P�W�C�N�� �T�G�X�G�P�W�G������ �+�P�� �(�T�C�P�E�G�� �C�P�F�� �5�R�C�K�P�� �V�J�Q�W�I�J���� �V�J�G�T�G�� �K�U�� �C�� �I�T�G�C�V�G�T��
acceptance of larger outsourcing partners, a preference that likely reflects the continued presence 
�Q�H���$�2�1���D�G�J�G�O�Q�V�J�U���V�J�C�V���I�T�G�Y���Q�W�V���Q�H���V�J�G�U�G���P�C�V�K�Q�P�U���C�P�F���E�Q�P�V�K�P�W�G���V�Q���C�E�V�K�X�G�N�[�� �U�G�T�X�K�E�G���V�J�G���F�Q�O�G�U�V�K�E��
�O�C�T�M�G�V����

But Less So in France

Source: Ryan Strategic Advisory, 2023 

�)�U�R�Q�W���2�I�g�F�H���&�;���2�P�Q�L�E�X�V���6�X�U�Y�H�\�����S��������

�/�K�F���5�K�\�G���$�2�1�U���C�T�G��
�)�C�K�P�K�P�I���(�C�X�Q�T�p
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�&�Q�O�G�U�V�K�E�� �F�G�N�K�X�G�T�[�� �K�U�� �D�G�E�Q�O�K�P�I�� �[�G�V�� �O�Q�T�G�� �R�Q�R�W�N�C�T�� �K�P�� �(�T�C�P�E�G�� �V�J�C�P�M�U�� �N�C�T�I�G�N�[�� �V�Q�� �T�G�O�Q�V�G�� �Y�Q�T�M�K�P�I��
�C�N�V�G�T�P�C�V�K�X�G�U�����'�C�T�N�[���F�W�T�K�P�I���V�J�G���%�1�8�+�&�������� �R�C�P�F�G�O�K�E���� �J�[�D�T�K�F���J�W�D�U���U�R�T�C�P�I���W�R���C�T�Q�W�P�F���E�K�V�K�G�U���N�K�M�G���.�[�Q�P����
Lille and Pau, where the cost of living runs about 30% less than in Paris.2  Many of these hybrid hubs 
�J�C�X�G���U�W�D�U�G�S�W�G�P�V�N�[���I�T�Q�Y�P�����0�Q�Y���(�T�C�P�E�G���C�R�R�G�C�T�U���V�Q���D�G���V�J�G���R�N�C�E�G���Y�J�G�T�G���J�[�D�T�K�F���%�:���K�U���O�Q�U�V���N�K�M�G�N�[���V�Q��
�E�Q�P�V�K�P�W�G���G�Z�R�C�P�F�K�P�I����

�+�P�� �Q�V�J�G�T�� �F�G�O�C�P�F�� �O�C�T�M�G�V�U�� �V�J�Q�W�I�J���� �F�Q�O�G�U�V�K�E��
�%�:�� �O�C�P�C�I�G�O�G�P�V�� �K�U�� �O�Q�T�G�� �F�K�H�’�E�W�N�V���� �6�Y�Q��
factors, above all, drive enterprises toward 
�Q�H�H�U�J�Q�T�G�� �U�Q�N�W�V�K�Q�P�U���� �(�K�T�U�V���� �E�Q�U�V�U�� �H�Q�T�� �F�Q�O�G�U�V�K�E��
�F�G�N�K�X�G�T�[�� �E�C�P�� �D�G�� �G�Z�Q�T�D�K�V�C�P�V���� �0�Q�Y�J�G�T�G�� �K�U�� �V�J�K�U��
�O�Q�T�G���G�X�K�F�G�P�V���V�J�C�P���K�P���)�G�T�O�C�P�[�����Y�J�G�T�G���C���U�G�T�K�G�U��
�Q�H���Y�C�I�G���N�C�Y�U���’�P�C�N�K�\�G�F���N�C�U�V���[�G�C�T���C�P�F���U�V�K�N�N���D�G�K�P�I��
�K�P�V�T�Q�F�W�E�G�F�� �O�C�M�G�� �V�J�G�� �C�N�T�G�C�F�[�� �J�K�I�J�� �Y�C�I�G��
�O�C�T�M�G�V���G�X�G�P���O�Q�T�G���G�Z�R�G�P�U�K�X�G����

Second, enterprises opt for offshore delivery 
�V�Q�� �C�E�J�K�G�X�G�� �E�Q�P�V�K�P�W�K�V�[�� �K�P�� �Q�R�G�T�C�V�K�Q�P�U���� �%�C�R�V�K�X�G�U��
in Europe worry about ensuring business 
�E�Q�P�V�K�P�W�K�V�[���c���C���N�Q�V�����+�P���H�C�E�V�����T�G�U�R�Q�P�F�G�P�V�U���K�P���V�J�G��
�7�-�����5�R�C�K�P�����(�T�C�P�E�G�����+�V�C�N�[���C�P�F���)�G�T�O�C�P�[���C�N�N���E�K�V�G�F��
this as their single biggest challenge.3  Such 
�W�P�C�P�K�O�K�V�[�� �J�C�U�� �R�T�Q�X�G�P�� �T�C�T�G�� �K�P�� �V�J�G�� �U�G�X�G�P���[�G�C�T��
�J�K�U�V�Q�T�[���Q�H���V�J�G���1�O�P�K�D�W�U���5�W�T�X�G�[����

�7�P�F�Q�W�D�V�G�F�N�[���� �V�J�G�� �%�1�8�+�&�������� �R�C�P�F�G�O�K�E�� �N�G�F�� �V�Q��
�I�N�K�V�E�J�G�U�� �C�U�� �U�Q�O�G�� �G�P�V�G�T�R�T�K�U�G�U�� �J�C�U�V�K�N�[�� �O�Q�X�G�F��
�Q�P���U�K�V�G�� �E�W�U�V�Q�O�G�T�� �E�C�T�G�� �V�Q�� �T�G�O�Q�V�G�� �F�G�N�K�X�G�T�[����
�&�W�T�K�P�I���V�J�K�U���V�K�O�G�����D�W�U�K�P�G�U�U���E�Q�P�V�K�P�W�K�V�[���D�G�E�C�O�G��
�C���’�T�U�V���Q�T�F�G�T���R�T�K�Q�T�K�V�[�����)�G�Q�R�Q�N�K�V�K�E�C�N���W�P�E�G�T�V�C�K�P�V�K�G�U��
and widespread angst about recession 
appear to be keeping it there. Thus, third-party 
outsourcers would do well to position their 
offerings as a fail-safe approach to ensuring 
business continuity for European clients. 
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In 2023, I Expect My Organization’s Hybrid CX Capacity Will

Casablanca, Morocco

�6�R�X�U�F�H�����5�\�D�Q���6�W�U�D�W�H�J�L�F���$�G�Y�L�V�R�U�\���������������)�U�R�Q�W���2�I�g�F�H���&�;���2�P�Q�L�E�X�V���6�X�U�Y�H�\�����S������������

2���%�D�V�H�G���R�Q���F�R�V�W���R�I���O�L�Y�L�Q�J���G�D�W�D���I�U�R�P���1�X�P�E�H�R�����D�F�F�H�V�V�H�G�������-�X�Q�H���������������K�W�W�S�V�������Z�Z�Z���Q�X�P�E�H�R���F�R�P���F�R�V�W���R�I���O�L�Y�L�Q�J���F�R�P�S�D�U�H�B�F�L�W�L�H�V����
jsp?country1=France&city1=Paris&country2=France&city2=Lyon  
3���5�\�D�Q���6�W�U�D�W�H�J�L�F���$�G�Y�L�V�R�U�\���������������)�U�R�Q�W���2�I�g�F�H���&�;���2�P�Q�L�E�X�V���6�X�U�Y�H�\�����S�S������������������
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Gdansk, Poland

�%�:���F�G�E�K�U�K�Q�P���O�C�M�G�T�U���E�C�V�G�T�K�P�I���V�Q���'�W�T�Q�R�G�f�U���R�T�K�P�E�K�R�C�N���F�G�O�C�P�F���O�C�T�M�G�V�U���V�[�R�K�E�C�N�N�[���H�C�X�Q�T���F�K�H�H�G�T�G�P�V���U�G�V�U���Q�H��
�E�Q�W�P�V�T�K�G�U���C�U���Q�H�H�U�J�Q�T�G���F�G�U�V�K�P�C�V�K�Q�P�U�����*�K�U�V�Q�T�K�E�C�N���V�K�G�U���G�P�U�W�T�G���V�J�C�V���7�-���G�P�F���W�U�G�T�U���E�C�P���G�P�L�Q�[���P�C�V�K�X�G���N�G�X�G�N��
�'�P�I�N�K�U�J���E�W�U�V�Q�O�G�T���U�G�T�X�K�E�G�U���H�T�Q�O���+�P�F�K�C�����5�Q�W�V�J���#�H�T�K�E�C���C�P�F���,�C�O�C�K�E�C�����C�O�Q�P�I���Q�V�J�G�T���O�C�T�M�G�V�U�����.�K�M�G�Y�K�U�G����
�5�R�C�P�K�U�J�� �%�:�� �D�W�[�G�T�U�� �H�C�X�Q�T�� �.�C�V�K�P�� �#�O�G�T�K�E�C�P�� �Q�R�V�K�Q�P�U�� �N�K�M�G�� �'�N�� �5�C�N�X�C�F�Q�T�� �C�P�F�� �/�G�Z�K�E�Q���� �#�� �U�K�O�K�N�C�T�� �R�C�V�V�G�T�P��
�G�Z�R�N�C�K�P�U�� �V�J�G�� �H�C�X�Q�T�C�D�K�N�K�V�[�� �Q�H�� �(�T�G�P�E�J�� �G�P�V�G�T�R�T�K�U�G�U�� �H�Q�T�� �P�Q�T�V�J�G�T�P�� �C�P�F�� �E�G�P�V�T�C�N�� �#�H�T�K�E�C�P�� �P�C�V�K�Q�P�U���� �K�P�E�N�W�F�K�P�I��
Rwanda, Senegal and Morocco.

�9�J�K�N�G���J�C�T�F�N�[���U�W�T�R�T�K�U�K�P�I�����V�J�G���E�Q�P�V�K�P�W�G�F���H�C�X�Q�T�K�V�K�U�O���H�Q�T���V�J�G�U�G��
�F�K�H�H�G�T�G�P�V���Q�H�H�U�J�Q�T�G���O�C�T�M�G�V�U���W�P�F�G�T�N�K�P�G�U���C���H�W�P�F�C�O�G�P�V�C�N���R�Q�K�P�V����
�(�Q�T�� �C�N�N�� �V�J�G�� �I�T�Q�Y�V�J�� �Q�H�� �F�K�I�K�V�C�N�� �E�J�C�P�P�G�N�U�� �C�P�F�� �#�+���C�U�U�K�U�V�G�F��
translation services, native-level language delivery and 
�E�W�N�V�W�T�C�N�� �H�C�O�K�N�K�C�T�K�V�[�� �T�G�O�C�K�P�U�� �Q�H�� �X�K�V�C�N�� �K�O�R�Q�T�V�C�P�E�G�� �V�Q��
outsourcers and their European clients.      

�%�Q�U�V�� �O�C�V�V�G�T�U���� �V�Q�Q���� �)�K�X�G�P�� �P�G�C�T�N�[�� �V�Y�Q�� �F�Q�\�G�P�� �F�K�H�H�G�T�G�P�V��
�Q�W�V�U�Q�W�T�E�G�T�� �E�J�C�T�C�E�V�G�T�K�U�V�K�E�U���� �D�W�[�G�T�U�� �K�P�� �V�J�G�� �7�-���� �(�T�C�P�E�G�� �C�P�F��
�+�V�C�N�[���C�N�N���E�K�V�G�F���i�E�Q�O�R�G�V�K�V�K�X�G���R�T�K�E�G���R�Q�K�P�V�U�j���K�P���V�J�G���V�Q�R���S�W�C�T�V�G�T���Q�H��
�V�J�G���C�V�V�T�K�D�W�V�G�U���V�J�G�[���’�P�F���C�V�V�T�C�E�V�K�X�G�����
�+�P���5�R�C�K�P�����K�V���H�G�N�N���L�W�U�V���U�J�[���Q�H��
�V�J�G���V�Q�R���S�W�C�T�V�G�T���V�J�T�G�U�J�Q�N�F������

�+�P���R�T�G�X�K�Q�W�U���[�G�C�T�U�����J�K�I�J�N�[���E�Q�U�V���E�G�P�V�T�K�E���Q�W�V�U�Q�W�T�E�K�P�I���F�G�E�K�U�K�Q�P�U��
had given way to value-driven service delivery. This blast 
�H�T�Q�O�� �V�J�G�� �R�C�U�V�� �U�J�Q�W�N�F�� �U�G�V�� �C�� �E�C�W�V�K�Q�P�C�T�[�� �V�Q�P�G�� �H�Q�T�� �P�G�C�T�U�J�Q�T�G��
operators. So long as concerns about recession linger, 
outsourcers will need to develop value propositions that go 
�D�G�[�Q�P�F���R�T�Q�O�K�U�G�U���Q�H���V�G�E�J���F�T�K�X�G�P���G�H�’�E�K�G�P�E�K�G�U���C�P�F���N�Q�P�I���V�G�T�O��
�R�T�Q�F�W�E�V�K�X�K�V�[�� �G�P�J�C�P�E�G�O�G�P�V�U���� �K�O�O�G�F�K�C�V�G�� �E�Q�U�V�� �U�C�X�K�P�I�U��
�E�Q�P�V�K�P�W�G���V�Q���K�P�H�N�W�G�P�E�G���R�C�T�V�P�G�T�U�J�K�R���C�I�T�G�G�O�G�P�V�U����

OFFSHORE TRENDS 

�+�P�F�K�C

South Africa

Poland 

Philippines

UK

Malta

Rwanda

Senegal

Morocco 

Madagascar 

France

�+�X�Q�T�[���%�Q�C�U�V

Egypt

�%�\�G�E�J���4�G�R�W�D�N�K�E��

Poland 

Hungary

Germany 

Slovakia

Slovenia

�%�T�Q�C�V�K�C

�4�Q�O�C�P�K�C

North Macedonia

Italy

Poland

El Salvador

�/�G�Z�K�E�Q��

�2�C�P�C�O�C

�%�Q�N�Q�O�D�K�C

Spain 

Honduras

�'�W�T�Q�R�G�f�U���6�Q�R���1�H�H�U�J�Q�T�G���&�G�U�V�K�P�C�V�K�Q�P�U

�6�R�X�U�F�H�����5�\�D�Q���6�W�U�D�W�H�J�L�F���$�G�Y�L�V�R�U�\���������������)�U�R�Q�W���2�I�g�F�H���&�;���2�P�Q�L�E�X�V���6�X�U�Y�H�\�����S�S������������������������������
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Larger dots reflect higher seat count

NEARSHORE LEADERS

Poland continues to dominate CX in Central Europe

�&�G�U�R�K�V�G�� �V�J�G�� �X�C�T�K�C�V�K�Q�P�U�� �K�P�� �U�G�T�X�K�E�G�� �F�G�N�K�X�G�T�[�� �O�Q�F�G�N�U�� �C�E�T�Q�U�U�� �'�W�T�Q�R�G���� �%�:�� �F�G�E�K�U�K�Q�P���O�C�M�G�T�� �R�T�G�H�G�T�G�P�E�G�U��
converge on certain locales as nearshore destinations of choice. Poland and Egypt stand out as 
�I�Q���V�Q���J�W�D�U���H�Q�T���Q�W�V�U�Q�W�T�E�G�T�U���U�G�G�M�K�P�I���U�E�C�N�C�D�N�G���O�W�N�V�K�N�K�P�I�W�C�N���F�G�N�K�X�G�T�[���K�P���'�W�T�Q�R�G�f�U���P�G�C�T�U�J�Q�T�G������

�2�Q�N�C�P�F�f�U�� �T�G�U�K�N�K�G�P�E�G���C�U���C�� �H�C�X�Q�T�G�F�� �P�G�C�T�U�J�Q�T�G���F�G�U�V�K�P�C�V�K�Q�P���K�U���T�G�O�C�T�M�C�D�N�G���� �5�J�Q�T�V�N�[�� �C�H�V�G�T�� �V�J�G���E�Q�P�H�N�K�E�V�� �K�P��
�7�M�T�C�K�P�G�� �D�G�I�C�P���� �H�Q�T�G�E�C�U�V�G�T�U�� �U�R�G�E�W�N�C�V�G�F�� �V�J�C�V�� �C�� �Y�G�U�V�Y�C�T�F�� �U�J�K�H�V�� �K�P�� �'�W�T�Q�R�G�C�P�� �P�G�C�T�U�J�Q�T�G�� �K�P�X�G�U�V�O�G�P�V��
�O�C�[���Q�E�E�W�T�����C�U���Q�W�V�U�Q�W�T�E�G�T�U���U�Q�W�I�J�V���V�Q���O�K�V�K�I�C�V�G���T�K�U�M���D�[���U�J�T�K�P�M�K�P�I���U�K�V�G�U���K�P���%�G�P�V�T�C�N���'�W�T�Q�R�G���C�P�F���C�F�F�K�P�I��
�V�Q���J�G�C�F�E�Q�W�P�V�U���K�P���R�N�C�E�G�U���N�K�M�G���2�Q�T�V�W�I�C�N���Q�T���)�T�G�G�E�G�����5�W�E�J���C���U�J�K�H�V���J�C�U���[�G�V���V�Q���O�C�V�G�T�K�C�N�K�\�G��

�#�U���C���0�#�6�1���C�P�F���'�7���O�G�O�D�G�T�����2�Q�N�C�P�F���K�U���F�G�G�R�N�[���G�O�D�G�F�F�G�F���K�P���9�G�U�V�G�T�P���O�W�N�V�K�N�C�V�G�T�C�N���K�P�U�V�K�V�W�V�K�Q�P�U�����6�J�K�U��
anchor of stability has helped ensure that business in Poland has continued at a brisk pace over the 
�R�C�U�V�� �[�G�C�T���� �1�X�G�T�C�N�N���� �Y�J�K�N�G�� �V�J�G�� �P�W�O�D�G�T�� �C�P�F�� �X�C�N�W�G�� �Q�H�� �H�Q�T�G�K�I�P�� �F�K�T�G�E�V�� �K�P�X�G�U�V�O�G�P�V�� �R�T�Q�L�G�E�V�U�� �N�C�W�P�E�J�G�F�� �K�P��
�'�W�T�Q�R�G���D�C�T�G�N�[���I�T�G�Y���K�P���������������C�U���E�Q�O�R�C�T�G�F���V�Q���������������2�Q�N�C�P�F���U�C�Y���C�����������K�P�E�T�G�C�U�G�� �K�P�� �V�J�G�� �P�W�O�D�G�T�� �Q�H��
�P�G�Y���R�T�Q�L�G�E�V�U�����K�P�E�N�W�F�K�P�I���������$�2�1���C�P�F���+�6�1���K�P�X�G�U�V�O�G�P�V�U��4  

�2�Q�N�C�P�F�f�U���G�Z�R�C�P�F�K�P�I���Q�W�V�U�Q�W�T�E�K�P�I���U�G�E�V�Q�T��
owes little to new sites in its historic 
�D�W�U�K�P�G�U�U�� �E�G�P�V�G�T�U���� �9�C�T�U�C�Y�� �C�P�F�� �-�T�C�M�Q�Y����
�4�C�V�J�G�T�����C�U���Y�K�V�J���Q�V�J�G�T���O�C�V�W�T�G���Q�H�H�U�J�Q�T�G���F�G�U�V�K�P�C�V�K�Q�P�U��
�N�K�M�G�� �+�P�F�K�C�� �C�P�F�� �/�G�Z�K�E�Q���� �K�V�� �K�U�� �2�Q�N�C�P�F�f�U�� �C�D�W�P�F�C�P�V��
�U�G�E�Q�P�F�C�T�[�� �E�K�V�K�G�U�� �V�J�C�V�� �Q�H�H�G�T�� �V�J�G�� �O�K�Z�� �Q�H�� �C�O�R�N�G�� �V�C�N�G�P�V�� �R�Q�Q�N�U���� �U�Q�W�P�F��
�K�P�H�T�C�U�V�T�W�E�V�W�T�G���� �C�P�F�� �K�O�R�T�Q�X�K�P�I�� �C�E�E�G�U�U�K�D�K�N�K�V�[�� �V�J�C�V�� �H�Q�T�G�K�I�P�� �G�Z�G�E�W�V�K�X�G�U��
�H�C�P�E�[�����6�J�G�U�G���U�K�V�G�U���K�P�E�N�W�F�G���9�T�Q�E�N�C�Y�����V�J�G���6�T�K���%�K�V�[���T�G�I�K�Q�P���
�)�F�C�x�U�M�����)�F�[�P�K�C���C�P�F��
�5�Q�R�Q�V�������Œ�2�F�¬�����2�Q�\�P�C�P���C�P�F���.�W�D�N�K�P������

�#�P���C�D�W�P�F�C�P�V���U�W�R�R�N�[���Q�H���E�N�C�U�U���#���Q�H�’�E�G���U�R�C�E�G���K�P���O�C�P�[���2�Q�N�K�U�J���E�K�V�K�G�U�����C�U���Y�G�N�N���C�U���P�W�O�G�T�Q�W�U���U�O�C�N�N�G�T���U�K�V�G�U��
�C�P�F���N�Q�Y�G�T���I�T�C�F�G���H�C�E�K�N�K�V�K�G�U�����O�G�C�P�U���V�J�C�V���Q�W�V�U�Q�W�T�E�G�T�U���N�Q�Q�M�K�P�I���V�Q���G�Z�R�C�P�F���C�T�G���U�R�Q�K�N�G�F���H�Q�T���E�J�Q�K�E�G�����#�P�F���D�[��
�V�C�R�R�K�P�I�� �V�J�G�� �J�W�O�C�P�� �V�C�N�G�P�V�� �U�R�T�G�C�F�� �V�J�T�Q�W�I�J�Q�W�V�� �V�J�G�� �E�Q�W�P�V�T�[���� �2�Q�N�C�P�F�� �Q�H�H�G�T�U�� �C�� �T�C�T�G�� �O�K�Z�� �Q�H�� �D�C�U�K�E��
�Q�W�V�U�Q�W�T�E�K�P�I���U�V�T�G�P�I�V�J�U���Y�K�V�J���C���I�T�Q�Y�K�P�I���T�G�R�W�V�C�V�K�Q�P���H�Q�T���#�+���R�Q�Y�G�T�G�F���C�F�X�C�P�E�G�F���V�G�E�J�P�Q�N�Q�I�[���U�Q�N�W�V�K�Q�P�U������

�����I�'�L�����7�K�H���I�'�L���5�H�S�R�U�W���������������*�O�R�E�D�O���*�U�H�H�Q�g�H�O�G���,�Q�Y�H�V�W�P�H�Q�W���7�U�H�Q�G�V�����S������������

Sopot

Source: Ryan Strategic Advisory based on 

data from Pro Progressio. 

�9�J�G�T�G���2�Q�N�C�P�F�f�U���$�2�1��
�5�G�E�V�Q�T���+�U���)�T�Q�Y�K�P�I



Egypt - North Africa's CX powerhouse

�����)�U�R�P���-�X�Q�H�������������W�R���-�X�Q�H�����������������������W�K�H���(�J�\�S�W�L�D�Q���S�R�X�Q�G���K�D�V���O�R�V�W���R�Y�H�U�����������R�I���L�W�V���Y�D�O�X�H���D�J�D�L�Q�V�W���W�K�H���8�6���G�R�O�O�D�U����
�����%�D�V�H�G���R�Q���D�Q���D�V�V�H�V�V�P�H�Q�W���R�I���R�Y�H�U�����������J�O�R�E�D�O���V�H�U�Y�L�F�H�V���F�H�Q�W�H�U�V�����R�Y�H�U�����������R�I���Z�K�L�F�K���D�U�H���L�Q���&�D�L�U�R�����6�H�H���$�%�6�/�����(�0�(�$�8�V���%�X�V�L�Q�H�V�V��
�6�H�U�Y�L�F�H�V���/�D�Q�G�V�F�D�S�H���������������S�S����������������

Egypt also retained its heavyweight 
status as a destination of choice in 
the European nearshore.5 Many 
outsourcers see the capital of this 
country as a one-stop shop for 
�O�W�N�V�K�N�K�P�I�W�C�N���U�G�T�X�K�E�G�U�����G�U�R�G�E�K�C�N�N�[���Y�J�G�P��
�K�V���E�Q�O�G�U���V�Q���U�C�V�K�U�H�[�K�P�I���V�J�G���F�G�O�C�P�F���H�Q�T��
�Y�K�F�G�N�[�� �U�R�Q�M�G�P�� �O�K�P�Q�T�K�V�[�� �N�C�P�I�W�C�I�G�U�� �K�P��
Europe, principally English, French 
�C�P�F�� �)�G�T�O�C�P���� �#�P�F�� �V�J�G�� �Y�G�C�M�G�P�K�P�I�� �Q�H��
the Egyptian pound over the past year 
�O�C�F�G���V�J�G���E�Q�W�P�V�T�[���[�G�V���O�Q�T�G���C�R�R�G�C�N�K�P�I��
�H�Q�T���G�Z�R�Q�T�V�G�T�U���N�K�M�G���Q�W�V�U�Q�W�T�E�G�T�U������
 
�6�J�G�� �T�C�V�K�Q�P�C�N�G�� �H�Q�T�� �$�2�1�� �F�G�N�K�X�G�T�[�� �H�T�Q�O��
�'�I�[�R�V���I�Q�G�U���D�G�[�Q�P�F���L�W�U�V���E�Q�U�V���U�C�X�K�P�I�U����
�+�P���������������U�Q�O�G���Q�W�V�U�Q�W�T�E�G�T�U���C�R�R�G�C�T���V�Q��
have crafted a two-prong offshore 
strategy, whereby English-language 
�F�G�N�K�X�G�T�[�� �H�T�Q�O���5�Q�W�V�J���#�H�T�K�E�C���K�U���E�Q�W�R�N�G�F��
�Y�K�V�J���O�W�N�V�K�N�K�P�I�W�C�N���E�C�R�C�E�K�V�[���H�T�Q�O���'�I�[�R�V����
�6�J�K�U�� �E�Q�W�N�F�� �U�W�I�I�G�U�V�� �V�J�C�V�� �#�H�T�K�E�C�f�U�� �V�Y�Q��
outsourcing heavyweights are seen 
�C�U�� �E�Q�O�R�N�G�O�G�P�V�C�T�[�� �K�P�� �I�N�Q�D�C�N�� �U�G�T�X�K�E�G��
delivery strategies. Meanwhile, others 
are looking to bolster their Arabic 
capacity to cater to fast-growing 
�E�Q�P�U�W�O�G�T���O�C�T�M�G�V�U���K�P���V�J�G���/�K�F�F�N�G���'�C�U�V����������

�6�Q�F�C�[���� �C�D�Q�W�V�� �V�Y�Q���V�J�K�T�F�U�� �Q�H�� �'�I�[�R�V�f�U��
�$�2�1�� �C�E�V�K�X�K�V�[�� �Q�E�E�W�T�U�� �K�P�� �%�C�K�T�Q���� �Y�K�V�J��
�O�Q�U�V�� �Q�H�� �V�J�G�� �T�G�O�C�K�P�F�G�T�� �V�C�M�K�P�I�� �R�N�C�E�G��
�C�T�Q�W�P�F�� �#�N�G�Z�C�P�F�T�K�C��6  Despite this 
concentration, there is scant evidence 
�V�J�C�V�� �U�C�V�W�T�C�V�K�Q�P�� �O�C�[�� �D�G�E�Q�O�G�� �C��
�R�T�Q�D�N�G�O���� �'�W�T�Q�R�G�C�P�� �Q�W�V�U�Q�W�T�E�G�T�U�� �J�C�X�G��
�G�P�L�Q�[�G�F�� �U�V�G�C�F�[�� �N�C�D�Q�T�� �C�T�D�K�V�T�C�I�G��
opportunities in Egypt in recent years. 
�%�C�K�T�Q�� �J�C�U�� �C�P�� �K�O�O�G�P�U�G�� �O�W�N�V�K�N�K�P�I�W�C�N��
labor force. And both the capital and 
�#�N�G�Z�C�P�F�T�K�C�� �J�C�X�G�� �T�G�N�K�C�D�N�G�� �G�P�Q�W�I�J��
infrastructure to facilitate work- 
�H�T�Q�O���J�Q�O�G���F�G�N�K�X�G�T�[�����V�J�W�U���T�G�N�K�G�X�K�P�I���C�P�[��
potential build-up of wage pressures 
in central business districts.
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�4�Q�D�W�U�V���U�W�R�R�Q�T�V���H�T�Q�O���V�J�G���+�P�H�Q�T�O�C�V�K�Q�P���6�G�E�J�P�Q�N�Q�I�[���+�P�F�W�U�V�T�[���&�G�X�G�N�Q�R�O�G�P�V���#�I�G�P�E�[���
�+�6�+�&�#����
�J�C�U�� �C�N�U�Q���R�T�Q�X�G�P�� �X�K�V�C�N���� �+�P�� ������������ �V�J�G�� �K�P�X�G�U�V�O�G�P�V�� �R�T�Q�O�Q�V�K�Q�P�� �C�I�G�P�E�[�� �W�P�X�G�K�N�G�F�� �C�� �H�Q�W�T���[�G�C�T��
�R�N�C�P���V�Q���D�Q�Q�U�V���U�G�T�X�K�E�G�U���G�Z�R�Q�T�V�U���V�J�T�Q�W�I�J���N�C�P�I�W�C�I�G���C�P�F���V�G�E�J���V�T�C�K�P�K�P�I���R�T�Q�I�T�C�O�U�����C�U���Y�G�N�N���C�U��
�K�P�E�G�P�V�K�X�G�U�� �H�Q�T�� �D�Q�V�J�� �G�Z�K�U�V�K�P�I�� �C�P�F�� �P�G�Y�� �K�P�X�G�U�V�Q�T�U���� �6�J�G�� �T�G�U�W�N�V���� �#�V�� �N�G�C�U�V�� ������ �O�W�N�V�K�P�C�V�K�Q�P�C�N��
�Q�W�V�U�Q�W�T�E�G�T�U���C�P�F���+�6���’�T�O�U���J�C�X�G���C�P�P�Q�W�P�E�G�F���K�P�X�G�U�V�O�G�P�V�U���V�J�C�V���Y�K�N�N���E�T�G�C�V�G���C�P�Q�V�J�G�T����������������
�L�Q�D�U���K�P���V�J�G���$�2�1���C�P�F���+�6�1���U�G�E�V�Q�T�U���K�P���V�J�G���E�Q�O�K�P�I���[�G�C�T�U����  
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7 ITIDA, “Egypt’s IT Offshoring and Business Services Sector Sees Strong Growth Momentum with 29 New Agreements with 
Technology MNCs,” 1 Dec. 2022: 
�K�W�W�S�V�������L�W�L�G�D���J�R�Y���H�J���(�Q�J�O�L�V�K���3�U�H�V�V�5�H�O�H�D�V�H�V���3�D�J�H�V���(�J�\�S�W���,�7���R�I�I�V�K�R�U�L�Q�J���D�Q�G���E�X�V�L�Q�H�V�V���V�H�U�Y�L�F�H�V���V�H�F�W�R�U���V�H�H�V���V�W�U�R�Q�J���J�U�R�Z�W�K���P�R�P�H�Q�W
um.aspx  
�
���7�K�H���&�\�U�L�O�O�L�F���O�D�Q�J�X�D�J�H���L�V���P�R�V�W���R�I�W�H�Q���F�D�O�O�H�G���6�H�U�E�L�D�Q���R�U���6�H�U�E�R���&�U�R�D�W�L�D�Q�����W�K�R�X�J�K���V�L�Q�F�H���W�K�H���<�X�J�R�V�O�D�Y���Z�D�U���L�Q���W�K�H�����������V���S�X�W�W�L�Q�J���D��
name on the language has proven a politically contentious task. 

Source: Ryan Strategic Advisory 

based on data from ABSL, 

EMEA’s Business Services 

Landscape 2023, p. 89. 

By % Volume

�'�I�[�R�V�f�U
�5�G�T�X�K�E�G�U
�'�Z�R�Q�T�V�U

SUCCESSES AND STRUGGLES IN SMALLER NEARSHORE 
MARKETS 

�#�U�K�F�G���H�T�Q�O���2�Q�N�C�P�F���C�P�F���'�I�[�R�V�����C���E�N�W�V�E�J���Q�H���U�O�C�N�N�G�T���F�G�U�V�K�P�C�V�K�Q�P�U���T�G�V�C�K�P���U�K�I�P�K�’�E�C�P�V���P�G�C�T�U�J�Q�T�G���C�R�R�G�C�N����
�5�N�Q�X�C�M�K�C�����*�W�P�I�C�T�[�����C�P�F���%�T�Q�C�V�K�C���G�P�L�Q�[���G�N�G�X�C�V�G�F���N�G�X�G�N�U���Q�H���H�C�X�Q�T�C�D�K�N�K�V�[���K�P���)�G�T�O�C�P�[�����+�V�C�N�[���Q�T���V�J�G���7�-�����'�C�E�J��
�T�G�N�K�G�U���Q�P���O�W�N�V�K�N�K�P�I�W�C�N���%�:�����K�P�E�T�G�C�U�K�P�I�N�[���V�J�T�Q�W�I�J���F�K�I�K�V�C�N���E�J�C�P�P�G�N�U���Y�J�G�T�G���C�E�E�G�P�V���E�Q�P�E�G�T�P�U���C�T�G���O�W�V�G�F����
�%�T�Q�C�V�K�C���C�N�U�Q���Q�H�H�G�T�U���U�K�\�C�D�N�G���R�Q�R�W�N�C�V�K�Q�P�U���Q�H���T�G�U�K�F�G�P�V�U���Y�J�Q���U�R�G�C�M���+�V�C�N�K�C�P�����)�G�T�O�C�P�����C�P�F���Q�H���E�Q�W�T�U�G���V�J�G��
native Slavic tongue.* 

CAIRO

�9�G�U�V�G�T�P���'�W�T�Q�R�G
35%-40%

5%-10%

20%-25%

25%-30%
USA

�#�U�K�C

�4�G�U�V���Q�H���9�Q�T�N�F
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�/�C�N�V�C���E�Q�P�V�K�P�W�G�U���V�Q���G�P�L�Q�[���C���F�G�I�T�G�G���Q�H���H�C�X�Q�T�C�D�K�N�K�V�[���C�O�Q�P�I���%�:���F�G�E�K�U�K�Q�P���O�C�M�G�T�U���K�P���V�J�G���7�-�����#�P�F���C�O�Q�P�I��
�E�W�U�V�Q�O�G�T�� �G�Z�R�G�T�K�G�P�E�G�� �D�W�[�G�T�U�� �K�P�� �V�J�G�� �)�G�T�O�C�P�� �O�C�T�M�G�V���� �)�G�Q�T�I�K�C�� �V�K�G�F�� �H�Q�T�� �’�H�V�J�� �K�P�� �V�J�G�� �N�K�U�V�� �Q�H�� �F�G�U�K�T�C�D�N�G��
�Q�H�H�U�J�Q�T�G�� �F�G�U�V�K�P�C�V�K�Q�P�U���� �6�J�K�U�� �R�T�G�H�G�T�G�P�E�G�� �T�G�H�N�G�E�V�U�� �V�J�G�� �U�W�E�E�G�U�U�� �Q�H�� �T�G�E�G�P�V�� �K�P�X�G�U�V�O�G�P�V�U�� �D�[�� �I�N�Q�D�C�N��
�Q�W�V�U�Q�W�T�E�G�T�U�� �V�Q�� �W�V�K�N�K�\�G�� �V�J�G�� �E�Q�W�P�V�T�[�� �C�U�� �C�P�� �'�P�I�N�K�U�J���)�G�T�O�C�P�� �C�N�V�G�T�P�C�V�K�X�G���� �5�V�K�N�N���� �E�Q�U�V�U�� �H�Q�T��
�)�G�T�O�C�P���N�C�P�I�W�C�I�G���F�G�N�K�X�G�T�[���E�Q�W�N�F���K�P�E�T�G�C�U�G���Q�X�G�T���V�J�G���O�G�F�K�W�O���V�G�T�O���F�W�G���V�Q���U�E�C�N�C�D�K�N�K�V�[���E�G�K�N�K�P�I�U��

�#�N�C�U�����Y�J�K�N�G���U�Q�O�G���F�G�U�V�K�P�C�V�K�Q�P�U���C�R�R�G�C�T���V�Q���D�G���I�C�K�P�K�P�I���V�T�C�E�V�K�Q�P�����Q�V�J�G�T�U���C�T�G���W�P�F�Q�W�D�V�G�F�N�[���N�Q�U�K�P�I���K�V�����1�W�V���Q�H��
������ �Q�H�H�U�J�Q�T�G�� �Q�R�V�K�Q�P�U���� �%�:�� �F�G�E�K�U�K�Q�P���O�C�M�G�T�U�� �K�P�� �(�T�C�P�E�G�� �C�P�F�� �)�G�T�O�C�P�[�� �R�T�G�H�G�T�� �C�V�� �N�G�C�U�V�� ������ �Q�V�J�G�T�U�� �V�Q��
�-�Q�U�Q�X�Q�����5�G�T�D�K�C�����V�J�G���$�C�N�M�C�P���P�G�K�I�J�D�Q�T���Y�K�V�J���Y�J�K�E�J���V�K�P�[���-�Q�U�Q�X�Q���J�C�U���T�G�R�G�C�V�G�F�N�[���E�N�C�U�J�G�F���Q�X�G�T���V�J�G���R�C�U�V��
�[�G�C�T�����H�C�T�G�F���C�N�O�Q�U�V���C�U���R�Q�Q�T�N�[�����)�K�X�G�P���V�J�G���I�T�Q�Y�K�P�I���N�K�U�V���Q�H���N�Q�E�C�N���C�P�F���I�N�Q�D�C�N���Q�R�G�T�C�V�Q�T�U��
�R�T�Q�X�K�F�K�P�I���%�:���H�T�Q�O���$�G�N�I�T�C�F�G�����V�J�K�U���K�U���W�P�H�Q�T�V�W�P�C�V�G���H�Q�T���5�G�T�D�K�C������

Outsourcers have an increasing bias toward stable destinations. Still, 
this does not appear to be affecting wider perceptions of of other 
�E�Q�W�P�V�T�K�G�U�� �K�P�� �V�J�G�� �$�C�N�M�C�P�U���� �+�P�F�G�G�F���� �K�P�� �C�F�F�K�V�K�Q�P�� �V�Q�� �%�T�Q�C�V�K�C�f�U�� �Q�P�I�Q�K�P�I��
�H�C�X�Q�T�C�D�K�N�K�V�[���� �0�Q�T�V�J�� �/�C�E�G�F�Q�P�K�C�� �J�C�U�� �G�O�G�T�I�G�F�� �C�U�� �C�� �J�G�C�X�K�N�[�� �H�C�X�Q�T�G�F��
�N�Q�E�C�V�K�Q�P�� �H�Q�T�� �Q�W�V�U�Q�W�T�E�G�F�� �%�:�� �U�G�T�X�K�E�G�U�� �K�P�� �V�J�G�� �G�[�G�U�� �Q�H�� �%�:��
�F�G�E�K�U�K�Q�P���O�C�M�G�T�U���K�P���(�T�C�P�E�G�����)�G�T�O�C�P�[���C�P�F���+�V�C�N�[����

DENMARK

LUXEMBURG

LICHTENSTEIN

ANDORRA

UKRAI

�5�9�+�6�<�'�4�.�#�0�&

SLOVENIA

SLOVAKIA

SERBIA

ROMANIA

PORTUGAL

POLAND

MOLDOVA

MALTA

NORTH
MACEDONIA

LITHUANIA

LATVIA
LATGALE

KOSOVO

IRELAND

HUNGARY

GREECE

MONACO

FINLAND

ESTONIA

�%�<�'�%�*
REPUBLIC

CROATIA

BELGIUM

BULGARIA

BELARUS

BOSNIA
AND

�*�'�4�<�'�)�1�8�+�0�#

MONTENEGRO

ALBANIA

AUSTRIA

SPAIN

SWEDEN

NORWAY

NETHERLANDS

ITALY

GERMANY

FRANCE

GREAT
BRITAIN

SAN MARINO

#4

#5

#4

#10

�0�G�C�T�U�J�Q�T�G��
�(�C�X�Q�T�C�D�K�N�K�V�[��
�Q�H���0�Q�T�V�J��
�/�C�E�G�F�Q�P�K�C
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�1�X�G�T���V�J�G���R�C�U�V���[�G�C�T�����V�J�G���O�W�E�J���C�P�V�K�E�K�R�C�V�G�F���G�P�F���Q�H���V�J�G���R�C�P�F�G�O�K�E���K�P���9�G�U�V�G�T�P���'�W�T�Q�R�G���I�C�X�G���Y�C�[���P�Q�V���V�Q��
�D�N�K�U�U���D�W�V���Y�Q�T�T�K�G�U���C�D�Q�W�V���Y�C�T�����K�P�H�N�C�V�K�Q�P�����C�P�F���T�G�E�G�U�U�K�Q�P�����(�C�E�K�P�I���V�J�G���R�T�Q�U�R�G�E�V���Q�H���J�C�T�F���V�K�O�G�U���Q�H���W�P�M�P�Q�Y�P��
�F�W�T�C�V�K�Q�P�����%�:���F�G�E�K�U�K�Q�P���O�C�M�G�T�U���K�P���V�J�G���7�-�����(�T�C�P�E�G�����5�R�C�K�P�����)�G�T�O�C�P�[���C�P�F���+�V�C�N�[���J�C�X�G���R�W�T�U�W�G�F���C���X�C�T�K�G�V�[���Q�H��
outsourcing strategies.

�5�V�K�N�N�����C���H�G�Y���E�Q�O�O�Q�P���V�T�G�P�F�U���C�T�G���T�K�U�K�P�I���V�Q���V�J�G���H�Q�T�G���Q�H���Q�W�V�U�Q�W�T�E�G�T���R�T�G�H�G�T�G�P�E�G�U�����$�G���K�V���F�Q�O�G�U�V�K�E���F�G�N�K�X�G�T�[��
�Q�T���Q�H�H�U�J�Q�T�G�����E�Q�U�V���U�C�X�K�P�I�U���O�C�V�V�G�T���O�Q�T�G���K�P�������������V�J�C�P���K�P���R�C�U�V���[�G�C�T�U�����#�P�F���T�G�I�C�T�F�N�G�U�U���Q�H���V�J�G���F�G�O�C�P�F��
�O�C�T�M�G�V�����V�J�G���C�D�K�N�K�V�[���Q�H���C�P���Q�W�V�U�Q�W�T�E�K�P�I���R�C�T�V�P�G�T���V�Q���F�G�N�K�X�G�T���D�W�U�K�P�G�U�U���E�Q�P�V�K�P�W�K�V�[���K�U���M�G�[��������

Despite these shifts, Poland and Egypt continue to appeal as nearshore destinations. Across the 
�7�-�����(�T�C�P�E�G�����)�G�T�O�C�P�[���C�P�F���+�V�C�N�[�����V�J�G�U�G���V�Y�Q���O�C�T�M�G�V�U���C�T�G���Y�K�F�G�N�[���R�Q�R�W�N�C�T���C�O�Q�P�I���%�:���F�G�E�K�U�K�Q�P���O�C�M�G�T�U����
attesting to the resilience of the Polish and Egyptian BPO sectors. A host of other nearshore 
�O�C�T�M�G�V�U���J�C�X�G���C�N�U�Q���O�C�V�W�T�G�F���C�U���P�K�E�J�G���F�G�U�V�K�P�C�V�K�Q�P�U���Q�H���N�C�V�G�����+�P���Q�V�J�G�T���Y�Q�T�F�U�����V�J�G���'�W�T�Q�R�G�C�P���P�G�C�T�U�J�Q�T�G��
�E�Q�P�V�K�P�W�G�U���V�Q���Q�H�H�G�T���X�K�D�T�C�P�V���U�Q�W�T�E�K�P�I���Q�R�V�K�Q�P�U�����G�X�G�P���C�O�K�F���G�E�Q�P�Q�O�K�E���W�P�E�G�T�V�C�K�P�V�[����������

�(�Q�T���O�Q�T�G���K�P�H�Q�T�O�C�V�K�Q�P���R�N�G�C�U�G���X�K�U�K�V���Y�Y�Y���T�[�C�P�C�F�X�K�U�Q�T�[���E�Q�O��
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OCTOPUS BPO 

�(�Q�T�� �V�Y�Q�� �F�G�E�C�F�G�U���� �'�I�[�R�V�� �J�C�U�� �F�T�C�Y�P�� �$�2�1�� �K�P�X�G�U�V�Q�T�U�� �U�G�G�M�K�P�I�� �O�W�N�V�K�N�K�P�I�W�C�N�� �E�C�R�C�E�K�V�[����
�E�Q�O�R�G�V�K�V�K�X�G�� �R�T�K�E�G�� �R�Q�K�P�V�U���� �C�P�F�� �C�E�E�G�U�U�K�D�K�N�K�V�[���� �1�X�G�T�� �V�J�G�� �R�C�U�V�� �U�G�X�G�P�� �[�G�C�T�U���� �'�I�[�R�V�� �J�C�U��
�E�Q�P�U�K�U�V�G�P�V�N�[�� �T�C�P�M�G�F�� �C�U�� �Q�P�G�� �Q�H�� �V�J�G�� �’�X�G�� �O�Q�U�V�� �H�C�X�Q�T�G�F�� �F�G�U�V�K�P�C�V�K�Q�P�U�� �D�[�� �%�:��
�F�G�E�K�U�K�Q�P���O�C�M�G�T�U���T�G�U�R�Q�P�F�K�P�I���V�Q���V�J�G���4�[�C�P���5�V�T�C�V�G�I�K�E���#�F�X�K�U�Q�T�[���(�T�Q�P�V���1�H�’�E�G���%�:���1�O�P�K�D�W�U��
�5�W�T�X�G�[�����#�P�F���N�C�U�V���[�G�C�T�����K�V���Y�C�U���V�J�G���V�Q�R���N�Q�E�C�V�K�Q�P���H�Q�T���%�:���F�G�E�K�U�K�Q�P���O�C�M�G�T�U���K�P���)�G�T�O�C�P�[����

�*�Q�Y�G�X�G�T���� �C�U�� �V�J�G�� �E�C�R�K�V�C�N�� �Q�H�� �%�C�K�T�Q�� �J�C�U�� �O�C�V�W�T�G�F�� �C�U�� �C�P�� �Q�W�V�U�Q�W�T�E�K�P�I�� �F�G�U�V�K�P�C�V�K�Q�P���� �U�Q�O�G��
�U�C�X�X�[�� �Q�R�G�T�C�V�Q�T�U�� �J�C�X�G�� �Q�R�V�G�F�� �V�Q�� �N�C�W�P�E�J�� �U�G�T�X�K�E�G�� �F�G�N�K�X�G�T�[�� �H�T�Q�O�� �V�J�G�� �E�Q�W�P�V�T�[�f�U��
�U�G�E�Q�P�F���N�C�T�I�G�U�V�� �E�K�V�[���� �#�N�G�Z�C�P�F�T�K�C���� �#�V�V�T�K�V�K�Q�P�� �T�C�V�G�U�� �V�G�P�F�� �V�Q�� �D�G�� �N�Q�Y�G�T�� �V�J�C�P�� �K�P�� �%�C�K�T�Q����
�C�E�E�Q�T�F�K�P�I�� �V�Q�� �'�I�[�R�V�K�C�P�� �$�2�1�� �K�P�U�K�F�G�T�U���� �/�Q�T�G�Q�X�G�T���� �'�I�[�R�V�f�U�� �U�G�E�Q�P�F�� �E�K�V�[�� �D�Q�C�U�V�U�� �C��
�O�W�N�V�K�N�K�P�I�W�C�N�� �J�G�T�K�V�C�I�G�� �H�Q�W�P�F�� �K�P�� �H�G�Y�� �Q�V�J�G�T�� �R�N�C�E�G�U���� �/�C�P�[�� �#�N�G�Z�C�P�F�T�K�C�P�U�� �U�R�G�C�M�� �P�Q�V�� �Q�P�N�[��
�#�T�C�D�K�E�� �C�P�F�� �'�P�I�N�K�U�J�� �D�W�V�� �C�N�U�Q�� �)�G�T�O�C�P���� �(�T�G�P�E�J���� �+�V�C�N�K�C�P�� �C�P�F�� �5�R�C�P�K�U�J���� �6�Q�F�C�[���� �C�� �D�K�I�I�G�T��
�E�J�W�P�M���Q�H���'�I�[�R�V�f�U���Q�W�V�U�Q�W�T�E�K�P�I���C�E�V�K�X�K�V�[���Q�T�K�I�K�P�C�V�G�U���H�T�Q�O���#�N�G�Z�C�P�F�T�K�C������

�(�G�Y���Q�W�V�’�V�U���J�C�X�G���F�G�X�G�N�Q�R�G�F���U�W�E�J���C�U���E�Q�O�R�N�G�V�G���U�V�T�C�V�G�I�K�E���X�K�U�K�Q�P���C�T�Q�W�P�F���U�G�T�X�K�E�G���F�G�N�K�X�G�T�[��
�H�T�Q�O���#�N�G�Z�C�P�F�T�K�C���C�U���1�E�V�Q�R�W�U���$�2�1�����i�;�Q�W�P�I���C�P�F���H�C�X�Q�T�C�D�N�G���F�G�O�Q�I�T�C�R�J�K�E�U���K�P���#�N�G�Z�C�P�F�T�K�C��
�G�P�U�W�T�G�� �V�J�G�� �Y�Q�T�M�H�Q�T�E�G�� �K�U�� �C�X�C�K�N�C�D�N�G���j�� �G�Z�R�N�C�K�P�U�� �-�J�C�N�G�F�� �'�N���#�O�T�C�Y�K���� �V�J�G�� �%�'�1�� �Q�H�� �1�E�V�Q�R�W�U��
�$�2�1�����+�P���H�C�E�V�����V�J�G���C�X�G�T�C�I�G���#�N�G�Z�C�P�F�T�K�C�P���K�U���N�G�U�U���V�J�C�P���������[�G�C�T�U���Q�N�F�����i�#�P�F���V�J�G���E�K�V�[�f�U���J�K�U�V�Q�T�K�E��
�R�Q�T�V���J�C�U���D�T�Q�W�I�J�V���C���E�Q�U�O�Q�R�Q�N�K�V�C�P���C�P�F���K�P�V�G�T�P�C�V�K�Q�P�C�N���Q�W�V�N�Q�Q�M���j���P�Q�V�G�U���'�N���#�O�T�C�Y�K������

�1�E�V�Q�R�W�U�� �$�2�1�� �N�C�W�P�E�J�G�F�� �Q�R�G�T�C�V�K�Q�P�U�� �K�P�� �O�K�F�������������� �6�J�G�� �E�Q�O�R�C�P�[�f�U�� �H�Q�W�P�F�G�T�U�� �Y�G�T�G��
�U�V�G�G�R�G�F���K�P���U�Q�H�V�Y�C�T�G���F�G�X�G�N�Q�R�O�G�P�V���C�P�F���V�G�E�J�P�Q�N�Q�I�[���Q�W�V�U�Q�W�T�E�K�P�I�����C�P�F���U�Q�W�I�J�V���V�Q���D�T�K�P�I���C��
�V�G�E�J���Q�T�K�G�P�V�G�F���R�G�T�U�R�G�E�V�K�X�G���V�Q���E�W�U�V�Q�O�G�T���U�G�T�X�K�E�G�����5�K�P�E�G���V�J�G�P�����K�V���J�C�U���I�T�Q�Y�P���U�V�G�C�F�K�N�[�����P�Q�Y��
�G�O�R�N�Q�[�K�P�I�� �C�T�Q�W�P�F�� ������������ �H�W�N�N���V�K�O�G�� �C�I�G�P�V�U�� �C�V�� �K�V�U�� �Q�T�K�I�K�P�C�N�� �U�K�V�G�� �K�P�� �#�N�G�Z�C�P�F�T�K�C���� �6�J�G�� �U�K�V�G��
�K�V�U�G�N�H���N�K�G�U���Y�K�V�J�K�P���C�� �’�X�G���M�K�N�Q�O�G�V�G�T�� �T�C�F�K�W�U���Q�H���J�C�N�H���V�J�G���E�K�V�[�f�U�� �P�G�C�T�N�[�� �U�K�Z�� �O�K�N�N�K�Q�P���T�G�U�K�F�G�P�V�U����
�G�P�U�W�T�K�P�I�� �E�Q�O�O�W�V�G�� �V�K�O�G�U�� �Q�H�� �C�T�Q�W�P�F�� ������ �O�K�P�W�V�G�U�� �Q�T�� �N�G�U�U�� �H�Q�T�� �O�Q�U�V�� �C�I�G�P�V�U���� �1�P���U�K�V�G��
�C�O�G�P�K�V�K�G�U���C�D�Q�W�P�F�����K�P�E�N�W�F�K�P�I���C���J�G�C�N�V�J�E�C�T�G���E�N�K�P�K�E���C�P�F���’�V�P�G�U�U���H�C�E�K�N�K�V�K�G�U��������
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�$�G�[�Q�P�F���O�W�N�V�K�N�K�P�I�W�C�N���E�W�U�V�Q�O�G�T���U�G�T�X�K�E�G�����1�E�V�Q�R�W�U��
BPO carved out a role for itself in tech-oriented 
solutions. Nearly half of Octopus BPO 
�G�O�R�N�Q�[�G�G�U�� �C�T�G�� �F�G�F�K�E�C�V�G�F�� �V�Q�� �+�6�� �U�W�R�R�Q�T�V����
�E�Q�O�R�W�V�G�T�� �R�T�Q�I�T�C�O�O�K�P�I���� �Q�T�� �F�C�V�C�� �U�E�K�G�P�E�G����
�4�G�E�G�P�V�N�[���� �V�J�G�� �E�Q�O�R�C�P�[�f�U�� �V�G�E�J�� �J�G�T�K�V�C�I�G�� �J�C�U��
�R�Q�U�K�V�K�Q�P�G�F���K�V���C�U���C�P���G�O�G�T�I�K�P�I���N�G�C�F�G�T���K�P���#�+���F�T�K�X�G�P��
�%�:���� �i�9�J�G�P�� �[�Q�W�� �N�Q�Q�M�� �C�V�� �V�J�G�� �O�C�T�M�G�V�R�N�C�E�G���� �Q�W�T��
�U�V�T�Q�P�I�� �V�G�E�J�P�Q�N�Q�I�[�� �C�T�O�� �G�P�U�W�T�G�U�� �Y�G�� �J�C�X�G�� �V�J�G��
�V�C�N�G�P�V���V�Q���D�Q�Q�U�V���V�J�G���R�G�T�H�Q�T�O�C�P�E�G���C�P�F���G�H�’�E�K�G�P�E�[��
�Q�H���Q�W�T���R�G�Q�R�N�G���j���U�C�[�U���'�N���#�O�T�C�Y�K����

�+�P�� �U�Q�� �F�Q�K�P�I���� �1�E�V�Q�R�W�U�� �$�2�1�� �J�C�U�� �V�C�T�I�G�V�G�F�� �H�W�N�N��
�Q�O�P�K�E�J�C�P�P�G�N�� �E�C�T�G�� �H�Q�T�� �T�G�V�C�K�N�� �C�P�F�� �G���E�Q�O�O�G�T�E�G����
�C�U���Y�G�N�N���C�U���P�K�E�J�G���U�G�E�V�Q�T�U�����%�W�U�V�Q�O�G�T���U�G�T�X�K�E�G���H�Q�T��
charging stations across Europe has proven a 
�T�K�E�J�� �X�G�T�V�K�E�C�N���� �C�U�� �J�C�U�� �T�G�P�G�Y�C�D�N�G�� �G�P�G�T�I�[�� �O�Q�T�G��
�I�G�P�G�T�C�N�N�[���� �6�J�G�� �’�T�O�� �T�C�R�K�F�N�[�� �E�W�U�V�Q�O�K�\�G�U��
�U�Q�N�W�V�K�Q�P�U�� �V�Q�� �O�G�G�V�� �E�N�K�G�P�V�� �P�G�G�F�U���� �� �i�$�G�E�C�W�U�G�� �Y�G��
�C�T�G���[�Q�W�P�I�����Y�G���C�T�G���X�G�T�[���H�N�G�Z�K�D�N�G���j���U�C�[�U���'�N���#�O�T�C�Y�K����
�i�C�N�N�Q�Y�K�P�I�� �W�U�� �V�Q�� �E�W�U�V�Q�O�K�\�G�� �U�Q�N�W�V�K�Q�P�U�� �V�Q�� �E�N�K�G�P�V��
needs quickly���j��

As part of this, Octopus BPO has a data 
�U�E�K�G�P�E�G���V�G�C�O���V�J�C�V���K�U���E�Q�P�U�V�C�P�V�N�[���O�Q�P�K�V�Q�T�K�P�I���V�J�G��
�O�G�V�T�K�E�U���K�V���I�C�V�J�G�T�U�����+�P���U�Q���F�Q�K�P�I�����K�V���J�C�U���F�G�X�G�N�Q�R�G�F��
�K�P���J�Q�W�U�G���U�G�P�V�K�O�G�P�V���C�P�C�N�[�U�K�U���V�Q�Q�N�U���U�Q���V�J�C�V���K�V���E�C�P��
provide feedback to the client on end-user 
�T�G�C�E�V�K�Q�P�U���� �+�V���J�C�U���C�N�U�Q���D�W�K�N�V���K�V�U���Q�Y�P���H�Q�T�G�E�C�U�V�K�P�I��
�O�Q�F�G�N�U���V�Q���J�G�N�R���Q�R�V�K�O�K�\�G���U�V�C�H�’�P�I���K�P���C�F�X�C�P�E�G���Q�H��
�U�G�C�U�Q�P�C�N���X�Q�N�W�O�G���U�R�K�M�G�U����

�/�W�N�V�K�N�K�P�I�W�C�N�� �E�C�R�C�D�K�N�K�V�K�G�U���� �H�N�G�Z�K�D�K�N�K�V�[���� �C�F�X�C�P�E�G�F��
�V�G�E�J�P�Q�N�Q�I�[�� �U�Q�N�W�V�K�Q�P�U�c�C�N�N�� �V�J�G�U�G�� �H�G�C�V�W�T�G�U�� �G�Z�K�U�V��
�V�Q�� �J�G�N�R�� �F�G�T�K�X�G�� �X�C�N�W�G�� �H�T�Q�O�� �E�W�U�V�Q�O�G�T�� �U�G�T�X�K�E�G��
�F�G�N�K�X�G�T�[���� �i�$�K�I�� �I�N�Q�D�C�N�� �R�N�C�[�G�T�U�� �O�C�[�� �J�C�X�G�� �G�S�W�C�N�N�[��
large outsourcing partners that can help bring 
�V�J�G�U�G�� �T�G�U�Q�W�T�E�G�U���j�� �C�E�M�P�Q�Y�N�G�F�I�G�U�� �'�N���#�O�T�C�Y�K����
�i�D�W�V�� �Y�G�� �Q�H�H�G�T�� �V�J�G�U�G�� �T�G�U�Q�W�T�E�G�U�� �V�Q�� �U�O�C�N�N�G�T�� �C�P�F��
boutique enterprises that are often 
�Q�X�G�T�N�Q�Q�M�G�F���j����

�#�N�T�G�C�F�[�� ���������� �J�C�U�� �R�T�Q�X�G�P�� �G�Z�E�K�V�K�P�I���� �9�K�V�J��
�I�T�Q�Y�K�P�I�� �F�G�O�C�P�F�� �H�Q�T�� �K�V�U�� �O�W�N�V�K�N�K�P�I�W�C�N�� �C�P�F��
�V�G�E�J���G�O�R�Q�Y�G�T�G�F���U�Q�N�W�V�K�Q�P�U�����C���I�T�Q�Y�K�P�I���T�Q�U�V�G�T���Q�H��
�O�K�F���U�K�\�G�� �E�N�K�G�P�V�U�� �K�P�� �'�W�T�Q�R�G�� �C�P�F�� �0�Q�T�V�J�� �#�O�G�T�K�E�C��
�C�T�G�� �R�C�T�V�P�G�T�K�P�I�� �Y�K�V�J�� �1�E�V�Q�R�W�U�� �$�2�1���� �6�J�G�� �’�T�O��
recently inaugurated a second site in 
�#�N�G�Z�C�P�F�T�K�C���Y�K�V�J���C���E�C�R�C�E�K�V�[���H�Q�T���Q�X�G�T���������������U�G�C�V�U����
�1�X�G�T���V�J�G���E�Q�O�K�P�I���O�Q�P�V�J�U�����K�V���Y�K�N�N���N�C�T�I�G�N�[���D�G���’�N�N�G�F��
by agents servicing end-users in Western 
Europe and, increasingly, those in North 
�#�O�G�T�K�E�C���� �$�[�� �V�J�G�� �G�P�F�� �Q�H�� ������������ �1�E�V�Q�R�W�U�� �$�2�1��
�G�Z�R�G�E�V�U���V�Q���T�G�C�E�J���������������C�I�G�P�V�U����

�i�6�J�G�� �Q�W�V�U�Q�W�T�E�K�P�I�� �O�C�T�M�G�V�� �K�U�� �W�P�F�G�T�I�Q�K�P�I�� �C�� �U�G�C��
�E�J�C�P�I�G�� �C�U�� �#�+�� �C�P�F�� �T�K�U�K�P�I�� �C�W�V�Q�O�C�V�K�Q�P�� �V�C�M�G�� �Q�X�G�T��
�T�Q�W�V�K�P�G���V�C�U�M�U���j�� �U�C�[�U���#�J�O�G�F���4�G�H�M�[���� �C���I�N�Q�D�C�N���%�:��
�C�F�X�K�U�Q�T�����i�6�J�C�V���D�G�P�G�’�V�U���R�T�Q�X�K�F�G�T�U���V�J�C�V���E�C�P���H�W�U�G��
�O�W�N�V�K�N�K�P�I�W�C�N�� �C�P�F�� �V�G�E�J�� �V�C�N�G�P�V�� �V�Q�� �D�T�K�P�I�� �D�G�V�V�G�T��
�G�Z�R�G�T�K�G�P�E�G�U���V�Q���E�W�U�V�Q�O�G�T�U���j��Alexandria, Egypt

When you look at the marketplace, 
our strong technology arm ensures 
we have the talent to boost the 
�S�H�U�I�R�U�P�D�Q�F�H�� �D�Q�G�� �H�I�g�F�L�H�Q�F�\�� �R�I�� �R�X�U��
people.

�-�J�C�N�G�F���'�N���#�O�T�C�Y�K
�%�'�1���Q�H���1�E�V�Q�R�W�U���$�2�1

“


