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Evolution from cost to quality has been the key characteristic of the BPO industry in
the early 2000s. This is the phase when BPO players started to adopt quality standards
like COPC®2000 and I1SO 9001:2000. A key stipulation of this phase is the ability to
meet stringent SLAS’ whereby each transaction is tracked and measured to ensure that
SLAs are being achieved and breakdowns are being projected before they occur.

Entrenched BPO hubs like India, Philippines, Canada, Ireland, China etc increased
their market share dramatically during the 90s’ and early 2000s’, however mid 2000s’
manifested another phase of the BPO industry. As the foreign offshore market has poised
to expand into new geographies across the globe that included regions like North Africa
and Eastern Europe, new value propositions started to come on board. The key drivers
behind the industry’s expansion in this stage, in addition to lower costs and quality
metrics, are the multilingual skills, and geographical and cultural affinities. These factors
have gained their buzz and significance allowing new players like Egypt to emerge and
grab a piece of the BPO pie, where all the necessary factors for a successful BPO venture
have been check marked against, in this rising BPO region.

Yet, the pace of development is still escalating in the BPO industry whereby
customers soar into new levels of requirements. Vendors that deploy a mirror reflection
of the client’s resources & processes are deemed to be not adding enough value to
clients. This marks the need for innovation and sets the stage for a new phase of BPO
development. A 2007 study by Frost & Sullivan, identifies innovation as one of the key
factors to consider in due diligence when selecting an offshore outsourcing provider. A
2005 IDC survey among BPO clients in the US reinforces also the importance of
innovation, reporting that 35 percent of the respondents look for BPO providers to drive
innovation.



Innovative vendors must evaluate their client’s existing business models and enhance
them to meet the desired outcomes of improving client stratification and long-term
profitability. One of the fast growing global providers of quality, multilingual Business
Process Outsourcing (BPO) Services, innovation can be achieved through deploying
technology/technical solutions to any of the following areas:

e Business Processes
e Type of Services
e Service Delivery
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