The Financial Express
21 July 2010

intelenet
IMPAG].....

Indian BPOs dial in Phlhppmes Latin America for voice work

lmh.m BPO players are
“aggressively setting up
“mew centres in Latin
America and
Philippines to
address challenges
of employable
talent and wage
inflation

HEg12 4 billion Indian BPO
L I I!nrlus!r}' cut its teeth with

the conceptof ‘callcentres’,
Therecent stff competition from
I Ivaln Laﬂn America and Pllilip»

vied Indian

adopt new business models,
Though they continue to expand
into new geographies for better
volee quality, these players defi-
nitely have their thinking caps
on to compensate the voice busi-
ness which s being snatched

farth:
further T of

sation increase doe to ewnnmlc
recovery has made it difficult for
Indian plavers to increase their
marging out of India centres for
voice-based work.

Raman Roy, considered the fa-
ther of Indian BPO industry
states, “There is gross overpay-
mentaf salaries, but theentrylev-
el salary in India has not changed
much. We are definitely paying
more for a 34 year experienced
BPO employee, as compared to
earlierdays. Thereason beingless
supply of freshgraduates whoare

from them.

The current wage infl of
10:15% in the industry (as per
Nasseom) has increased the cost

peremployeeof Indinn BPOs.
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Benefits bevond
boundaries

The volce-based work outsoureed
to the Philippines and Latin
America comprises customer ser-
viceactivities to different sectors.
The BPO players already present
in either/or of these geographies
include IBM Daksh, Wipro BPO,
Genpact, WNS, EXL Service,
Intelenet, Firstsourceete.

Rohit Kapoor, CEO and presi-
dent at EXL Service says, “The
Philippines offers superior quali-
ty in voice coupled with a margin.
al increase In cost, which is the
main reason to expand there, We
currently have 800 employess in
the country and our delivery cen-
tre provides 76% voice based ser-
vices" Also, Genpact and Inte-
lenet have 1 o00employeeseach in
the Philippines. As per Eversast Re-
search, aglobal management con-
sulting firm, the Philippines BPO
industry isestimated to be around
£.4 billion and employs 4,00,000
professfonals, Not surprising,
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B0% of the work coming to the
country 8 voicebased. Aegis
managing director Aparup Sen-
gupta explains that Indians have
an Intonation in voice as com-
pared tothe Philippines. “We eur-
rently have 10,000 employees in
the Philippines and they do 95%
voice based work. Our target isto
reach15,000inthe next two years.”

Rﬂ&'htb’ls to\u:ﬂcs. the Phll!p-

Raman Roy, who is founder of
Quattro BPO, paints the picture
right. "Dealingwithalarge corpo-
ration and bidding for a large con.
tract needs multilingual capabili-
ties. Such projects would include
large  English voice-based ser-
vices and small portions of
French, German or Mexi

months and will have a very dif
ferent footprint in Latin America.
Right now, it comprises 800 em-
ployees.” Simultaneously, Aegis
BPO has 1.000 employees in Latin
America and plans to grow 3 to 4
folds in the next two years. Even,
Sandeep Aggarwal EVE anm at
Intelent Global Servi

stitution to voice calls can happen
through contact centres. Natural.
1y, many Indian BPOs are adopt-
ing the self service model which
helpsinreducing voice traffic and
dolivmhjﬂmeremdem"llhink
I ! in
servlne and cnl.llns methodology

that the company is lookingat the
Latin American market very serj-
ously for Spanish capability

mee plan ahead

E g to these hi

and ar.-qmrmn talent is a elear op-

thon to restrict business to India,

but there are other diversifica-

Hcms too beingndopted by BPOs.
the service

" hesays,
Sandeebntlnlelenetenvlnngﬂs
g “Thereis pl
sion in the demand for multichan-
nel work. Recently one of our
customers demanded that 50% of
his voice calls will go to internet,”
In the larger picture, while the
Philippines is preferred for Eng-
lish voice, Latin America has
fulfilled the need for multilingual

‘Thus, it is a strategic initintive by

nfM!i.ascumwudtomdl.l
which ranges from 50-
Adding to the other advantages,

Indian Wlld.nrs to get large con-
tractsof whichmultil kills
may beasmall component.”

ml'émpnct lheuuuntry s largest

nn\wnmmsuppnrti.nﬂul’hlﬂp
pines {s phenomenal. EXL Ser-
viee's Kapoor adds that tax holi-
day 18 no longer a benefit in India.
However for the Philippines gov.
ernment, the BPO industry is
of topmost priocity right now
It has straightforward rules
which makes it easy to reach the
higher government officials.

Lookingat Latin America, mul-
tilingual contact centre isamajor
attractionfor Indian BPOs, Cost is
certatnly not an indicator for
them to expand in this part as
salaries in the reglon range from
£550-750, It possesses excellent
capabilities in Spanish and Por.
tuguese and also offers German
and French language skills.

sconnrln. the Industry started as
call eentre, then moved to volee
and now it has moved to context
based. This means the use multi-
media channels like SMS, Web,
chat, em.lll social nelwurlung.

Saugata Sengupta, senior ana
Iyst at Tholons Advisory firm
comments: “It must be clarified
that India has moved to higher
value services in non-volce BPO,
KPOand IT services which show-

Shantanu Ghosh, senfor vice-  videot queriesis  case the maturity of the destina-

president says, “We took over a  pickingup. tlon and mitigate the impact of
captive and grew manifold in the Anil Chawla, director sales—  losingon BPO deals,”

region. We have our Mexico and  government and defence at Avaya It i5 clearly visible that India is

Spanish operations and we will  Contact Centre belleves that the  fn a challenging phase for vaice

uxmdmuhalvhuhemuz strongest trend globally is the  based work coming in. The coun-

multichannel contact centre, try either has to generate compe-

mm which uses email, chatand social  tent English speaking labour at

| networking. “Ttisanarchitecture  entry level or diversify into

| mAogls alms to reach 4,000 in | which helps the BPOs to increase  multichannel to substitute voioe

| Latin America and 15,000 | their branding by providi calls and minimise voice traffie

i hifippines in | mor Is and del Erlc S} prinei-

| twoyears | revenue streams on the same  pal, research at Everest Gmnp

®EXL's Philippines headcount infrastructure.” concludes: “The concern for

Incmud 0800 last year | RPCI plnwr: feel that Europels Indi.n i less about the businoss

| e W 5 bo use 1 are tak-

I Latin America in next 12 months Web, email, chat, and self help 1ns.hul rnorwahoul the emphasls
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need for customer services be-
canse it involves lower cost, Shan-
tanu at Genpact agrees that sub-

onh 1. Ithas
the talent and quality in the
labour market.”
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