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BPO Trends & Globalization

The demand for Business Process Outsourcing (BPO) has outpaced IT
Services in recent years as service offering maturities have increased.
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ITES-BPO Market Segment Overview

ITES-BPO Market Segments and Functions
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ITES-BPO Market Segment Overview

ITES-BPO Market Segments and Functions
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Why are ITES a priority for export

Facilitate global commerce

Mode 1 Trade in Services : with ICT/ IT as an Enabler
Increase FDI

Increase Revenue

Increase in the number of jobs ( multiplier effect of 4)
Opportunity for Mode 1 to open up for SMMEs
Facilitates the bringing of new skills into the economy
Cuts across a number of sectors and segments ( verticals and horizontals)
Ancillary services

Global Management Practices

Other sectors of the Economy benefit

Country Positioning

Mode 1 : Cross Border Supply :Delivery to another country, from the territory of the supplier.



BPO as a Priority Sector in South Africa

Business Process Outsourcing and Offshoring has been identified as a priority
sector through the AsgiSA initiative given its ability to attract foreign direct
investment and create jobs. AsgiSA as a national shared growth initiative seeks to
draw on the resources of all sections of society to accelerate growth and ensure
the opportunity for employment creation.

From around 2003/4 South Africa had a window of opportunity to create up to 100
000 jobs in the BPO sector by 2010. This opportunity arose as a result of rapid
growth in the BPO sector globally and allowing South Africa’s opportunity for
potential growth in the sector. In order to capture that opportunity, South Africa
had to move quickly to overcome constraints including high costs relative to other
BPO destinations and inadequate skill, experience, investor support and
marketing.



Initiatives to promote ITES Export

Starts with a Strategy to be adopted by Parliament
Strategies related to Workstreams / identified strategic pillars
Identify Niche Offerings

Package what the country offers

|dentify key source markets
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KEY BRANDING
MESSAGES...
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’ " Simply attend the Celiphone Banking Presentation...
pé Presentation: Successful Innovations in Celiphone Banking
Date: 15 November 2007
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\ Venue: Solutions Theatre 4
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Clues available now at the South Africa booth #815,
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Challenges

Linkages with the Education System

No tax breaks

Minimal readily available talent pool
Incentives being capex vs opex

High cost of telecommunication

Infrastructure

Supply side constraints ( employment laws, affirmative action,)
Similar Value Proposition across countries
Domestic Market

Afro-pessimism

Perceptions of Crime

Energy

Rising infaltion, currency fluctuations-volatility
Supporting SMMEs

Restrictions on government procurement



Latest Developments in Telecommunications
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Lessons Learnt

Develop the sector first then “sell”

Country coherence in messaging

Government Support is Key

Get the foundation right ( Strategy, policy, create an enabling environment)
Develop a Unique Selling Proposition ( Value Proposition)
Identify target markets and chase them

Partner and collaborate with industry

Seeing is Believing !

Research ! Research ! Research!

Identify niche offering

Build an Industry Association

Monitoring and Evaluation

Continued Government Support



Bridging the Gap ...

Drivers of Industry Development — Hewitt’s Point of View

South Africa needs to look at holistic development of the IT / BPO Industry through coordinated and planned implementation ...

Stable economic growth, service
industry led growth path, stable
policies

Government is proactively

Ruhqs_t Educat_ion 53"31&['1 promoting & encouraging
providing quality education at a investment across industry
subsidy sectors
Education System
Government

Support

Strong training &
quality culture
developing

Investors are
incentivized through
myriad fiscal
exemptions &
benefits

The Circle of Success

Sustained Cost
Benefits

People
Strength

Substantial cost
differentials expected to

- Large base of technically and
sustain

professionally qualified
graduates

Significant investment in Civil and
IT infrastructure; private players
adding to bandwidth capacity
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