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I SECTOR OVERVIEW

Location, History and International
Relations

The Arab Republic of Egypt, is located in northeast Africa on
the Mediterranean Sea in the north and the Red Sea in the
east, which divides Africa from Asia, and connecting them
both through the Suez Canal, the heart of the maritime silk-
road, that enables a direct shipping trade route between
Europe, Asia, and East-Africa.

Egypt shares direct borders with Libya in west, the Sudan in
the south, as well as Palestine and Israel, over the Sinai
Peninsula, in the east, a land bridge between Africa and Asia,
which makes it one of the few contiguous transcontinental
countries in the world and a truly unique geographic and
strategic location.

Egypt’s history has been rich and prosperous due.to the Nile
with-its fertile banks and the accomplishments and ingenuity
of its people which made it one of the cradles of civilization.
The country not only harbors one of the Seven Wonders of the
Ancient World, the Great Pyramid of Giza, but also produced,
with the hieroglyphs, one of the first known writing systems
and birthed, with Cairo and Alexandria, some of the largest
and most vibrant metropolitan areas that continued to exist
over the millennia.
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Modern Egypt however emerged in
1922, when it gained independence
from the British Empire as a
monarchy. Following the 1952
revolution the last King Farouk was
toppled and a republic proclaimed.
The Arab Republic of Egypt is a
multi-party system wit over 100
registered political parties. Since
2014 General Abdel Fattah EI-Sisi, a
retired military officer and party
independent politician serves as the
sixth and current president.

Egypt is founding member of the
United Nations, the Non-Aligned
Movement, Arab League, African
Union, the Organization of Islamic
Cooperation, and the World Youth
Forum.

Due to its proximity the European
Union is Egypts first trade partner
and its largest source of investment
(EU 2017). Consequently Egypt has
signed the Euro-Mediterranean

establishing an
(EMAA) and the
European Neighborhood Policy
(ENP) with the EU and several other
Trade Agreements like the Greater
Arab Free Trade Agreement (GAFTA),
Common Market for Eastern and

Agreement
Association

Southern Africa (COMESEA), Egypt-
MERCOSUR, as well as many bilateral
ones. It is also a WTO and GATT
member and is a Major non-NATO
ally (MNNA) of the United States.
1234

Demographics,
Language, and Religion

With it's 1,010,408 km’ territory
Egypt is 29th largest country in the
world and the 14th most populous
with approximately 101,480,000
inhabitants (2021) (Statista 2021).
Over 90% of the people live along
the banks of the Nile, its delta, the
Suez Canal, and almost one third
alone in the greater Cairo
metropolitan zone, which makes
these regions one of the world’s
most densely populated area. Only
small communities live scattered
throughout the desert regions and
around old trade and transportation
routes.

The country has staggering
demographics with over 60%
Egyptians being under the age of 30
and just around 5% over 65, making
it one of the most youthful

Copyright @ All rights reserved. German Outsourcing Association

Neutral

Accents For

20+ Languages

]
Italian 865K

°
@ Spanish 577K

population in the world (World
Population Review 2022). These
demographics paired with the fact
that Islam is the official state religion
makes Egypt the biggest Sunni
Muslim state in the Arab world
(=90%) but it also has a large
Christian community (=10%) (Pew
research center 2012). Thus Egyptian
Arabic is the official language and
the most widely understood in
Middle East-North Africa due to the
popularity of Egyptian music and
cinema throughout the Arabic-

Copyright @ All rights reserved. Deutscher Outsourcing Verband e V.

speaking world. Nevertheless there
is a plethora of minority languages,
like Coptic, Noblin, Beja, or Domari.
English, French and German are the
main Foreign languages taught in
schools and universities. 567

Economy

The Egyptian economy is a lower
middle-income economy generally
categorized as a developing or
emerging economy and its currency
is called the Egyptian pound.
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Egypt’s nominal gross domestic
product (GDP) for 2021 was
$396.328 billion and $1.4 trillion
(PPP) increasing to roughly $440
billion and $1.5 trillion in 2022. Its
current GDP per capita is $4,176 and
$14,226 (PPP) (IMF 2021).

Key economic sectors are oil, gas,

metals, chemicals, agriculture,
textiles, and the Suez Canal itself
with a share of around 10% GDP
alone. The tourism industry is also a
major contributor that accounts for
around 12% GDP. It took a big hit
during the pandemic as did the
whole industry did but is recovering

quickly.

Nonetheless, Egypt was one of the
few emerging market countries

maintaining a positive growth rate,
due to the governments timely
response, its relatively diversified
economy, and IMF support.
According to the IMF, Egypt’s
economy will continue to grow at a
rate of 5.1% in the fiscal year that
ends in June 2022, and is estimated
to accelerate to 5.5% in each of the

following two years (IMF 2021).

Moreover the Egyptian government
spurred the growth of the ICT sector
in recent years amounting to
approximately 5% GDP contribution
in 2021 which is targeted to be
raised to 8% over the coming three
years (Columbia University Institute
for Tele-Information / Egyptian
Ministry of International
Cooperation).

All'in all the Egyptian Government is
focused on achieving its Sustainable
Development Strategy Vision 2030,
which aims at reaching 7-8% real
growth, a 30% investment rate, and
a 25% export contribution to its GDP
as well as reducing unemployment
to 5% (IMF Connect 2022).

Office space and
infrastructure

Egypt’s strategic location helps it be-
coming a transit hub for submarine
cables. Itis connected to 13 out of 18
cables passing by, which provides it
with a capacity that exceeds 60 tera-
bytes per second (American Cham-
ber of Commerce in Egypt 2018). In

2019, in the wake of the pandemic,

the MCIT also strengthened Egypt’s
ICT infrastructure at a cost of USD
1.9B, which quadrupled internet
speed from 6.63 Mbps to 32.77 Mbps
and enabled the sector to support
much of the additional demand
(MCIT 2021). Thus people who had
to leave their offices had the capa-
city that allowed them to work from
home.

The cost for internet connectivity in
Egypt can exceed partly drastically
the cost e.g. in Western-Europe.

Egypt offers a plethora of state
driven, private and collaborative op-
tions for ITechnology and business
services companies. Over the past
decade and under the direction of
the Ministry of Communications and

IT Industry Develop-
ment Agency (ITIDA)
Building, Giza, Egypt
Image: ITIDA

Cairo is among top 20% l

least expensive cities in the world

rs
F

Cost of Living in Egypt
600-500 USD

1.4X times
less expensive than world average

Cost of Living in Egypt
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Information Technology (MCIT) and
its subordinate IT Industry Develop-
ment Agency (ITIDA) Egypt’s ICT in-
frastructure has grown rapidly. New
Tech and Cyber parks with a focus on
ICT services are sprouting around
the country, as the Egyptian govern-
ment is acquiring investors as well as
investing heavily itself in one of its
fastest growing markets. Most of
these parks apply proven interna-
tional concepts of not only hosting
companies but also offering exten-
ded services as business accelerators
and incubators,

The Maadi Technology Park in Cairo,
like its predecessor the Smart Village
in the 6th of October City, is one of
Egypt's first specialized investment
zones, at full capacity since 2017, is a
collaborative project between sev-
eral governmental bodies like the
MCIT, the Ministry of Investment and
the Cairo Governorate. It houses 38
buildings with a capacity for 140.000
direct and indirect job opportunit-
ies. It is equipped to host Egyptian
and international IT and BPO off-
shore companies and many enter-
prises like Intel, Naos, Centro, Etisal,
IST, and Henkel have already relo-
cated there in 2013 (BIZTECH Africa
2013 /World Bank 2014).

Silicon WAHA is another project, en-
compassing four technology parks
in Beni Suef, Sadat, Borg Al Arab, and
Assiut. The last two also belong to
ITIDA’s Innovation Cluster Initiative
(iCi) that has additional locations (Al-
exandria, Al Beheira, Matrouh,
Minya, and Sohag), which aims to
create a network that enables entre-
preneurship through public-private
partnership. Each cluster comprises
at least one university, several
private companies and a center for
entrepreneurship and specializes in
a specific ICT sector (MCIT and Sil-
icon WAHA 2022).

In addition there are many other
technology parks like the Sinai Tech-
nologyValley (STV) that specializes
apart from ICTs in Microelectronics
and Biotechnology, the Mubarak
City for Scientific Research and Tech-
nology Applications (MUCSAT),
which also pursues genetic engin-
eering, biotechnology, and new ma-
terials, or the BUE-Tus Science and
Innovation Park that is managed by
The British University in Egypt (BUE-
Tus Science & Innovation Park 2022 /
comstech 2022). Minister of Com-
munication and Information Tech-
nology Amr Talaat announced 7
more Tech parks to be launched in

2019 and as of July 2021 there are
MCIT plans for 50 more smart cities
in the light of rising ICT exports and
investments in the industry (MCIT
2021).

ICT and BPO sector

The Egyptian ICT sector accounts
already for about 5% of the country’s
GDP, almost half generated through
tourism, which directly reflects the
efforts that have been taken by the
public and private sector over the
past decade. Moreover the Egyptian
government spurred the growth of
the sector as well as research and
education with the aim to raise GDP
contribution to 8% over the coming
three years (Columbia University
Institute for Tele-Information /

Egyptian Ministry of International
Cooperation).

All  these efforts have been
supported by good infrastructure
projects (especially IT infrastructure
like mobile connectivity and energy)
as well as new pro-business laws
whose impacts are positively
reflected in the World Banks Ease of
Doing Business rankings
(IMFConnect 2021). %%

In 2020-2021 digital exports grew
from $4.1Bin 2019/2020 to USD 4.5B
(MCIT Egypt). To further support this
trend the Egyptian Government is
also working with Ernst & Young on
an ambitious strategy that aims to
triple the size of BPO and ITO exports
over the next five years.

SECTOR OVERVIEW I I SECTOR OVERVIEW

Picture: El Qanater E/
Khayreya, Qalyubia
Governorate, Egypt
Source: Mohamed
Nafea via Unsplash.com
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At the same time the Government
launches a new Export-IT Program,
relieving micro-, small-, and medium-
sized enterprises (MSMEs) from their
tax burden by giving 35%, 15%, and
10% incentives, to drive the exporters
competitiveness and reducing export
related costs (ITIDA 2022).%®

ITO, BPO and other ICT exports have
become an important source of
revenue for Egypt. By now the
Industry  provides  services to
approximately 100 countries in over
20 languages and considering the
Egyptian commitment over the past
decade laid down a solid foundation
for further accretion (Oxford Business

Group 2021).

Digital Strategy and Sector

Development

With the ICT 2030 strategy, Egypt is
undertaking an investments to
improve capacity building, training
programs, digital government service
reforms, and infrastructure upgrades.
Its overall goal is to maximize the ICT
sectors contribution to economic
growth by focusing on capacity
building, electronics design,
manufacturing, as well as expanding
and diversifying their technology
parks. The Strategy also includes the
digital  transformation of core
government services in the areas of
education, healthcare, and

government services.

739 of 100M+ Population is under 40

70+ Universities
100+ Institutes

40% STEM

100K Finance & Accounting Graduates
40K ICT Graduates In Cairo

&

49% Female Graduates

Copyright @ All rights reserved. German Outsourcing Association

The Ministry of Communication and
Information  Technology  (MCIT)
launched an initiative called “Our
Future is Digital”in 2021 that aims to
train 100,000 young Egyptians to
develop their ITC skills in areas of
high market demand, like website
design, data analysis, and digital
marketing.  (International Trade
Administration U.S. Department of
Commerce 2021)*°This is essential to
further develop the sector and more
importantly to compensate the
massive brain drain that not only
Egypt but all African countries are
experiencing and which, according
Deputy Minister of Communications
for Digital Transformation and
Mechanization Khaled Al-Attar, is
the biggest problem capable of
stalling the Egyptian digital
transformation ( MCIT / Daily News

Egypt 2021).*"

In 2020 the “Our Digital Opportun-
ity” initiative was launched to stimu-
late the contribution of Small- and
Medium-Sized Enterprises (SMEs) in
the digital transformation projects
of government entities and establish
partnership between the public and
private sector (MCIT 2021). The initi-
ative is also driven by the ministry’s

Copyright @ All rights reserved. Deutscher Outsourcing Verband e.V.

Digital Egypt Project that aims to
supply some 32,000 government
buildings, especially those of the
New Administrative Capital (NAC)
that is build 30 miles east of Cairo,
with fiber-optic cables at a cost of
$375M (International Trade Adminis-
tration U.S. Department of Com-
merce 2021). **%

Furthermore the MCIT is also work-
ing on developing six new techno-
logy parks in the cities of Minya,
Menoufiya, Mansoura, Sohag, Qene,
and Aswan with a focus on hardware
design labs, startup incubators,
training institutions, integrated sys-
tems for Al training, data science,
and cybersecurity to further support
the ICT industry (International Trade
Administration U.S. Department of
Commerce 2021). 3

Example 1: WORLD BANK

In 2016 Egypt launched the World
Bank Equal Access and Simplified
Environment for Investment (EASE)
program that aimed to create jobs
by improving the regulatory envir-
onment for investors.




Exm/\

2018 2019 2020 2021
$3.2B $3.6B $41B $4.5B

Story Highlights:

1. The EASE Program has laid the
foundations for investors to quickly
and easily obtain operating licenses.
2. Reforms introduced by EASE have
resulted in a 91% improvement in
average length of time to get a busi-
ness license and allocate lands for
businesses.

3.The operation supported the Gen-
eral Authority for Investments and
Free Zones (GAFI) in establishing
One Stop Shops that act as a win-
dow for would-be-investors and also
supported the Industrial Develop-

SECTOROVERVIEW I

ment Authority (IDA) to reduce the
number of days required to issue
high-risk industrial licenses from 640
to 55.

Even though EASE ended in 2021 it
made its mark on the GAFI One Stop
Shops that still act as a window for
would be investors. It also lastingly
helps the IDA in its ongoing quest to
simplify, automate, and decentralize
regulations and bring them in line
with international good practice.
And it helped the Egyptian Regulat-
ory Reform and Development Au-
thority expand its capacity to man-
age reform (World Bank 2022). *

Example 2: BMZ

In 2022 Egypt launched another pro-
ject with the German Federal Min-
istry for Economic Cooperation and
Development (BMZ) called Support-
ing e-Government and Innovation in
the Public Administration (InnoPA).
Its aim is to create the prerequisites
for digital transformation of the pub-
lic administration through a more
citizen-centric approach. To achieve
its goals the project cooperates with
wide array of relevant ICT actors,
while simultaneously adhering to

The Egyptian goverment aims
to triple the size of BPO and I'TO
services exports in the next

5 years

the “Leave No One Behind” (LNOB)
principle because a great advance in
technology always bears the risk of
leaving marginalized groups behind.
Summarized the projects goals are:

- Creating institutional and process-
related prerequisites for a citizen-ori-
ented, digital transformation through
better regulation and strategic co-
ordination.

- To improve and prepare the human
resource management in the public
administration for the digital trans-
formation.

- Improving the public administrations
ability to provide digitalized user-
centric public services.

- Developing institutional and person-
nel foundations for innovation man-
agement in the public administration

o

In 2020-2021
digital exports grew
from $4.1B in
2019/2020 to $4.5B

Education

Egypt's education system is the
biggest in the Middle East and North
Africa (MENA) region with more than
23.5 million preuniversity students, 1
million teachers, and 56,000 schools.
The tertiary education system consists
of over 50 Universities and 100 insti-
tutes that bring out over 500,000 an-
nual graduates of which 330,000 are
trained in business service and 50,000
are trained in IT related fields.

Since 2014, the Egyptian Government
has set education reform as one of its
top national development priorities to
improve learning and development for
children, as well as incorporating ICT at
all levels of schooling, particularly at

SECTOR OVERVIEW
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tertiary level, in cooperation with the
World Bank and other multilateral in-
stitutions.

In 2018, Egypt’s Ministry of Education
and technical Education (MOETE)
launched a new system, Education 2.0
for all levels of education to adapt to
international standards. Its overall
aim is to build the student’s capacity
and skills for problem solving, creativ-
ity, critical thinking, negotiation,
teamwork to enable them to deal
with the issues of the age and to align
them with the country’s newly de-
veloped 2030 Strategy Vision.

Especially in regard to technical edu-
cation and vocational training the
MOETE put in great efforts to increase
and qualify the number of young
people with skills and capabilities
that allow them to meet the needs of
the job market (UNESCO 2022 /
DARPE 2022 / MoETE 2022)

Labour market

Egypt has a labour force of 28,5 mil-
lion people (World Bank 2022) and
young society with more than 20 mil-
lion people in the age group of 18-29

years. Despite the increasing levels of
education and the progressively nar-
rowing gaps between genders,
young Egyptian university graduates
suffer from high unemployment
rates, especially females. The unem-
ployment rate over the pandemic
years was 7.9% but improved to 7.3%
in 2021.

Nevertheless, unemployment in the
age group (18-29) remains around
30%. The Reasons vary by economy
but may widely include mismatches
between job supply and demand and
the insufficient formal job creation in
the private sector (The British Univer-
sity in Egypt 2021). *

Especially for women unemployment
was high around 17% in 2021 and at
first glance this could potentially in-
dicate a rise in the employment rate
but research confirms that women
are actually dropping out of the la-
bour force despite the gender gap in
education rapidly closing. Especially
women under the age of 36 face a
tradeoff between their productive
and reproductive roles in society.
Thus marriage and burden of care re-
sponsibilities are among the main

Copyright @ All rights reserved. German Outsourcing Association

factors hindering women from
reaching their full economic poten-
tial.

Literature and research highlight
how the limited participation of wo-
men in the labor market is negat-
ively affecting economies and limit-
ing its inclusive growth (World Bank
2011). For the case of Egypt, a report
by the International Monetary Fund
(IMF) indicates that if the rate of wo-
men participation in the labor mar-
ket increased to the same rate of
men, the GDP for Egypt would in-
crease by 34 percent (American Uni-
versity in Cairo 2022). ¥

This may change in the near future
as Egypt's Government and the MCIT
launched programs since 2016 to
empower women not only in the
field of ICT but in general. In addition
Minister of International Coopera-
tion Sahar Nasr said that they want
to provide women and youth with
help and lines of credit to fund their
own MSMEs, adding that women-
owned enterprises are the key to fe-
male empowerment, both politically
and socially (MCIT / Ahram Online
2016).%

Labour cost

The average monthly salary in Egypt
is 9,200 EGP (Egyptian Pound) which
converts to 462,45 EUR, or 496,77
USD and the gender pay gap is
slowly closing but still lies at roughly
10%. (Salaryexplorer.com)

For the ICT sector the average lies
slightly higher at 9,240 EGP. Entry
level salaries for fresher and juniors
incrementally increase about 32%
after 2-5 years experience and an-
other 36% after 5-10 years although

Copyright @ All rights reserved. Deutscher Outsourcing Verband e.V.

Egypt Map by
Vemaps.com https://
vemaps.com/egypt/eg-07
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Salaries in IT and customer care jobs in Egypt - current estimates

IT services jobs (monthly gross salaries)

Software Engineer Between ca. 700 and 1,200 EUR

Business Process Consultant Between ca. 1,900 and 2,400 EUR
Service Delivery Manager Between ca. 1,900 and 2,400 EUR

Customer Care jobs (monthly gross salaries)

Between ca. 300 and 700 EUR

@I IASEL L& a8 Between ca. 300 and 800 EUR

Call Center Manager

Between ca. 1,400 and 2,400 EUR

There is a 10% pay gap between male and female workers in ICT as well
as in customer care jobs in Egypt. (Source: data for 2021 salaryexplorer.com)

Bonuses in Egypt vary between 4% and 5%, and 48% of the employees re-
ceive bonuses. (Source: data for 2021 salaryexplorer.com)

Please note: The salaries given here are based on statistical data from different
sources, incl. information from leading job portals and information from local
companies. Actual saleries may differ according to industry, job, company size
and may change due to labor market dynamics. Salaries incl. 20 - 30% tax.

these numbers might vary depending for attaining a Master’s Degree, while a
PhD holders can add additional 23%.
About 48% of employees in the ICT
Obtaining a Bachelor’s degree in- and customer care sectors receive an-

on company and position.

creases the salary over people that
only managed to earn a certificate or

nual bonuses that average at 4-5% of
their annual salary.

Especially foreign companies setting
up service delivery centers pay
higher salaries as they aim at a swift
set-up process.

Work-life balance is good with usu-
ally 8 working hours/day, but in
some companies 10-12 work hours
can be observed.

IT Services (monthly average
salaries)

For the information technology sec-
tor in Egypt the monthly average
salaries are between about 700 EUR
and 2,400 EUR gross, incl. 20-30%
taxes.

Customer Care (monthly average
salaries)

The average monthly salary for cus-
tomer care related jobs is about
317.18 EUR. The wages range from
about 300 EUR to 2,400 EUR, gross.

Salaries compiled by comparing
different sources, incl. Salaryexplorer
.com., Glassdoor.com, payscale.com
and information from local compan-

ies.
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Conclusion

With the rising number of workers in
the ICT sector, up to about 300,000
in 2021, slowly but steadily rising
growth rates (15,2% in 2020 and
16% in 2021), continuous infrastruc-
ture development, law implementa-
tion to reduce costs of doing busi-
ness and ongoing efforts to further
implement ICT into the education
system the Egyptian Government
created a good foundation to build
on (MCIT and World Bank 2021). 2242

41

According the Egyptian ICT Ministry
the sector attracted $390M in 2021
up from $190M in 2020. The industry
grows at a 16% rate making it the
highest growing sector in Egypts
economy and hopes are high that it
helps to accelerate job creation
which, apart from improving and re-
forming the education system, is
one of the main challenges for the
Government to tackle its high unem-
ployment rate and stop the brain
drain (MCIT 2021).

Thus it is absolutely crucial for a
country like Egypt, where a large
population of school and collage

diploma by 24%, another 29% more
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graduates enter the job mar-
ket each year, to have an in-
vestor-friendly business envir-
onment that allows the
private sector to become an
engine creating more and bet-
ter jobs (World Bank 2022).%

While not without problem:s,
the sector seems to be mostly

About the author: Stephan
Fricke is CEO and Head of the
Advisory Board of the inde-
Deutscher  Out-
sourcing Verband (German

pendent

Outsourcing Association) and
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well organized and supported
by the government which
shows a great level of ambi-
tion to provide the right stim-
ulus through the plethora of
its projects, initiatives, and bi-
lateral co-operations.

And with a GDP contribution
of 5% and rising it is not sur-
prising that Egypts Govern-

of the German Process Auto-
mation Association. In this
function, he works with lead-
ing organisations from buyer,
provider, and consulting side
and also with industry associ-
ations and government or-
ganisations, concentrating on
improving market conditions
for IT, BPO and SSC services as
well as for Process Automation
in Germany and Europe. He is
a regular speaker and author
on markets, their states and
actors as well as the impact on
economies. He is also Editor in
Chief for the Outsourcing

ment is heavily invested as the
industry is expected to drive
growth
(American Chamber of Com-
merce in Egypt).**

future  economic

Journal focusing on shared
knowledge from experienced
industry experts from Ger-
many, Europe and other coun-
tries. He is advising companies
on their strategies and activit-
ies on the German market, as
well as economic support or-
ganisations on development
and growth of local ICT and
BSS sectors. You can connect
with Stephan via LinkedIn
.com and Xing.com.
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2017. While the first quarter of 2022
did not witness any office comple-
tions, we expect an additional
260,000 m? of GLA to be delivered
throughout the year, assuming no
further construction delays.

In terms of office space, the Egyptian
market has witnessed a shift in the
type of offerings that have been in-
troduced and delivered in the last
few years. In line with global trends,
tenant requirements have started re-
volving around building quality,
technology, sustainability, health,
and wellness, as well as location and
transportation services. As a result,

the majority of new developments
that are entering the market with
such standards are situated in East
Cairo, where road infrastructure is
well developed and connected.
Moreover, we expect most demand
to be directed towards the east of
the city, given its proximity to the
New Administrative Capital (NAC),
which will be considered as a major
business hub once completed.

Surrounding amenities and facilities
have also become of high priority for
many prospective tenants in select-
ing their office space. Consequently,

more mixed-use office parks and

grade A buildings with retail com-
ponents, F&B segments, as well as
wellness centers are being launched
and delivered. Cairo Festival City
(CFQ) in New Cairois an example of a
prime mixed-use development, with
modern, high quality, grade A
offices that have easy access to retail,
F&B, and recreation facilities.

Another global trend that was ob-
served amid and post-pandemic
was the change in occupier require-
ments for office space. Companies
around the world opted to downs-
ize, relocating to smaller, fitted-out
units, to consolidate their opera-

Picture: ITIDA Village Architecture, Source: ITIDA
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tional costs. More international cor-
porates also started relying on out-
sourcing and offshoring services to
reduce their operating expenses
while maintaining the quality of
their work.

With that said, Egypt was well-posi-
tioned to be the country of choice
for many companies looking to out-
source services given the many ad-
vantages it offers. Egypt’s strategic
location, between Europe, Asia, and
the US, give it the upper hand in
serving the world within similar time
zones — which is preferable by most
firms. Moreover, Egypt’s population,
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which currently stands at over
104 million, is fairly young,
multilingual, and a talented
working population with over
45% lying between 15-44 age
groups. This, coupled with the
fact that the labor cost in
Egypt is relatively lower than
other countries, makes it an
ideal destination for out-
sourcing purposes.

Therefore, over the past
couple of years, we saw a
growing demand for call cen-

The author: Zenah Al Saraeji

has been a research analyst at
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ters and ICT services in Egypt,
doing work for overseas com-
panies such as Europe. The in-
dustrial and logistics sectors
are also witnessing higher
activity and demand, with
more  global  companies
choosing to establish manu-
facturing plants in Egypt for
trading purposes.

Looking forward, we expect
the business environment to

continue to surge in Egypt as

Jones Lang LaSalle (JLL) MENA
since 2019. With over three
years of professional experi-
ence, she does extensive in-
dustry and economic re-
search, market data, and
macroeconomic analysis for
various markets throughout

the MENA region.

Moreover, she is mainly re
sponsible for creating the JLL
Quarterly Market Overviews

for Cairo while assisting in

Copyright @ All rights reserved. German Outsourcing Association

the world continues to open
up and recover from the
global pandemic. Meanwhile,
the government and the
private sector continue to
work on enhancing their
office offerings and their tal-
ent pool to position and pro-
mote Egypt as a global hub for

outsourcing services.

other market updates such as
he UAE and Saudi-Arabia..
Aside from delivering various
market research and analysis
projects within the MENA re-
gion, including detailed mar-
ket intelligence in support of
key client engagements, Ze-
nah has also worked on vari
ous thought leadership pub-

lications in MENA.
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Image: Webhelp's
office in Egypt
Picture: Webhelp

The client was an automobile
services company. Their main tasks
include sales, lease, finance,
maintenance, fleet operation,
electric vehicle charge, and co-
development of vehicles with
automakers.

The Challenge

The Automobile Services Company
suffered from high absenteeism and

low Customer Satisfaction Score.
Both were negatively affecting the
customer experience.

The Solution

To better understand the drivers, we
implemented a survey across the
full population to identify their feed-
back and the root cause of the prob-
lem. Then we checked the pattern
for adherence and Customer Satis-

faction performance. At the same
time, we also focused on the em-
ployee journey enhancement and
applied a rewarding system for tar-
geted quartiles within the project.
It was cardinal to start using analyt-
ics deployment to better track and
understand the whole process.

So Webhelp implemented
the Five Steps Approach

1. Understanding the Whys
behind the low results for both the
controllable and the non-control-
lable factors. The controllable
factors were resolved, and we re-
designed the customer journey
within the service framework from
start to end. This quality framework
was shaped to match the customer
experience and satisfaction.

2. The customer satisfaction
survey was changed, on several
points it was updated, after check-
ing and getting our client feedback
and approval.

3. The internal process and
procedure were revamped in terms
of changing the call structure and
knowledge base format to be more

user-friendly and easy to use and
search.

4. Webhelp found it important
to integrate the customer culture
into the client process by optimiz-
ing the process according to the
market culture. A great example of
that was giving outbound calls as
the customers mentioned they
didn't check their emails fre-
quently.

5. The most important part
was to make all the mentioned ac-
tions and plans to work. Then fol-
low up and track
the results, which
lead us to the ex-
pected outcome.

The Results

Customer Satisfac-
tion improved by
12% in the st
month as an out-
come of improving
the customer ex-
perience. This
growing client sat-
isfaction percent-
age had a positive

Image: Webhelp's
office in Egypt
Picture: Webhelp
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About the author: As of Octo-
ber 1st, 2020, Alaa Elkhishen
was hired as Chief Executive
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impact on the employee jour-
ney as well as the production
atmosphere, so the absentee-
ism rate dropped from 25 to 7
per cent.

The client was satisfied and
asked for ramping up with

Officer for Webhelp Egypt to
create one of the largest BPO
companies in the Middle East.
Before that, Elkhishen was ap-
pointed as EVP of Majorel UK,
which is the newly formed en-
tity established by the joint
venture of Bertelsmann and
Saham Groups. This newly
formed entity which replaced
the subsidiary brands of Ar-
vato, Phone Group, ECCO Out-
sourcing and Pioneers, has im-
mediately become one of the
Global leaders in the Out-
sourcing industry.

Alaa joined ECCO Outsourcing
as General Manager in 2007.

extra 200 FTEs (full-time
equivalent) in 45-60 days
including the support staff,
opening a new line of
business, and discussing more
opportunities.

Since then, he has completely
re-shaped the organization to
serve its clients better and
now reached 8000 employees.
Mr El Khishen received the de
gree of “Master's of Business
Administration” at the Amer-
ican University in Cairo. Also,
he was awarded a diploma in
Automotive Management at
the General Managers’ Devel-
opment Program by Hartwell
Academy UK.

Born in Cairo in 1970, he
speaks Arabic, English and
French. He is married with
three children.
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the focus on higher-value techno-
logy should not be underestimated,
given the growing demands of cli-
ents.

Moving forward, expect Xceed to
continue disrupting customer ex-
perience management in Egypt for
enterprsion for growth, Xceed ad-
opts the latest technologies, accen-
tuates an excellent customer experi-
ence and promotes sustainable
development to provide compre-

hensive and optimized onshore/off-
shore customer management solu-
tions.

Xceed's dedication to providing reli-
able, secure and efficient shared ser-
vices to its clients has reaped rapid
growth and great results. We amplify
global business values through con-
sistent, reliable and growth-driven
customer management solutions.

The company promotes quality by
recognizing and rewarding superior

Copyright @ All rights reserved. German Outsourcing Association
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Contact centers
will face a new
challenge of
exposure to
cybersecurity
risks and
meeting
compliance
and regulation
requirements.
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performance. In addition, our QM
skilled analysts monitor, mentor and
help agents maintain the highest
standards of quality interaction with
customers.

The Undeniable Need for
Work-at-Home Compliance
and Regulation

Lockdown regulations across the
globe are gradually diminishing as
the world returns to normality; how-
ever, work-from-home (WFH) struc-
tures will not be falling away, espe-
cially within the contact center
environment. Therefore, contact
centers will face a new challenge of
exposure to cybersecurity risks and
meeting compliance and regulation
requirements.

Evolving Work-At-Home
Agent Compliance and Reg-
ulation Trends

"With contact centers shifting their
agent workforce to remote working
environments, data protection and
cybersecurity threats become prob-
lematic for operators from a risk man-
agement, compliance and regulatory
perspective,” says Rasha Ezzeldin,

Xceed Sales and Marketing Director.
Respondents indicated that data
protection of customers, mitigating
cybersecurity  risks/hacks,  pro-
cessing personal consumer data,
and protecting employees' personal
information were very heavily im-
pacted by agents working from
home during the COVID-19 pan-
demic. Credit card numbers, health
data and financial records are sensit-
ive data that agents have access to,
making them prime targets for cy-
bercriminals. The WFH agent's chal-
lenges include managing organiza-
tional silos and splitting functions
and resources across multiple sites.

Post Covid-19, the Adoption
of Multiple Hybrid Virtual
and Physical Work Models

As the world moves towards nor-
mality, some agents have returned
to physical contact center sites;
however, onsite agent levels are un-
likely to return to pre-pandemic
levels. Instead, operators have indic-
ated that they will embrace the 'new
normal' where some agents may
work from home while others may
alternate between home and onsite
work.

Copyright @ All rights reserved. German Qutsourcing Association

The Need for Secure, Work-
At-Home Agent Interface
Systems

The rising adoption of WFH/hybrid
working models within the contact
center realm increases an agent's
potential exposure to security risks
and breaches, necessitating the de-
ployment of secure remote agent in-

Copyright @ All rights reserved. Deutscher Outsourcing Verband elV.

terface systems. Although working
remotely, agents are still required.
As a result, they pose a security
problem being away from a physical
site. Moreover, employing remote or
gig workers in far-reaching geo-
graphics typically have a bring your
device (BYOD) policy, presenting
further security risks.

Picture: Xceed Office
Egypt Copyright: Xceed
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Adapting Compliance and
Data Regulation for Work-At-
Home Environments

Rasha Ezzeldin points out that WFH
transitions have been a component
in creating a more digitized yet com-
plex contact center ecosystem. As a
result, specific regional and global
privacy and data security require-

ments, such as PCI-DSS and General
Data Protection Regulation (GDPR),
need to be remoulded to fit the new

normal.
Conclusion
It is clear that a WFH/hybrid working

model is, bringing with it a multi-
tude of benefits, such as cost reduc-

Copyright @ All rights reserved. German Qutsourcing Association
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tion, access to new pools of
talent and on-demand work-
ers. However, with agents
working virtually, security and
compliance are placed in pre-
carious positions. Device-lock-
ing interface systems, cyberse-
curity education and
restructuring  of  security

policies are initiatives that are

About the author: Rasha
Ezzeldin is the Head of Xceed's

Sales & Marketing. She is gen

the kernel of a stringent con-
tact center security frame-
work.

As Rasha Ezzeldin notes, "Cy-
ber security and data privacy
are key factors when choosing a
contact center service provider.
Within the context of work-at-
home agents, to be ahead of

erating and growing business
by combining sales strategies,
business intelligence, and
company strategic marketing
plan, generating leads and
closing deals that have al
lowed the company to exploit
new geographic markets and
verticals. So the company has
been witnessing more than
50% annual growth since its
inception among the global

100 players.
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your competitor, it is in the or-
ganization's best interest to
quickly realign compliance and
regulatory standards that fit
these new, flexible working
models."

Mrs. Rasha Ezzeldin graduated
from the Faculty of Engineer-
ing, Cairo University, and she
holds a BS in Electronics and
Communications Engineering.
She has also completed a Dip-
loma in Communications En-
gineering from the National
Telecommunication Institute
(NTI) in Egypt.
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SEGMATEK's
global
footprintin
the Telecom
industry

By Khaled Khorshid, Chief Executive
Officer at Segmatek, Egypt

Images by David Arrowsmith and Philipp Katzenberger via Unsplash.com

I SECTOR INSIGHT

Due to the international upheavals
and strain on the economy, business
leaders are searching for locations
in the EMEA region to provide high-
tier quality for their IT and Telecom
services. Thus, investors’ worldwide
demand is increasing, targeting
Egypt as a destination for its
resilience and stability.

Egypt became one of the leading
top five Business Process
Outsourcing (BPO) and call-center
industries  destinations. It has
substantial competitive advantages
qualifying it to compete globally,

: _guch as well-trained human talents,

e

»

technologies and infrastructure.
This is also in addition to low
operational costs, a strategic
geographical location, stable
economy, and strong government
support.

In this scope, Egypt has taken sound
steps towards establishing a solid
technology hub through providing
specialized |CT-training programs,
the establishment of technology
and business hubs, namely the
Smart Village and the Contact
Center Park in Maadi, and offering
incentive packages to businesses
and companies. Data protection is

OUTSOURCING -
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also a top-of-mind for Egyptian
lawmakers; in 2020, Egypt’s
Parliament passed the Personal Data
Protection Law, which protects all
Egyptians and expatriates’ data
privacy rights (A law similar to the
European Union’s General Data
Protection Regulation). This all
comes under an umbrella of a
favourable investment environment
despite the global crisis.

According to international rankings,
Egypt’s National Telecom
Regulatory Authority (NTRA) now
stands at 41st among 193 countries

compared to 95th in 2019, thanks to

well-known BPO Service providers’

names and start-ups.

In this respect, SEGMATEK played a
prominent role in such ranking
reached, with its integration in the

Copyright @ All rights reserved. German Qutsourcing Association

Egyptian and the EMEA market as a
serious competitor in the global
BPO space. The company is
positioning itself as a high-quality,
value-driven core in supporting the
speedy achievement of the digital
transformation processes in the

countries where it operates.

We have a broad range of skills
representing a deep pool that is
not just defined by its diverse range
of employable skills but also by
rich-in-language graduates who
further  enhance the BPO
workforce. In  addition, the
country’s native Arabic enables us
to offer tailored customer service

options for several global markets.

Our employees receive training on
the latest technologies and other
skills required for offering the best
consultation services for
companies and bodies operating in
the Egyptian, Gulf and
international telecommunications
markets. In addition, our global
footprint opened new horizons for
investment opportunities
expansion, and we are now
running with a massive team across

five main offices in Egypt, KSA,

Copyright @ All rights reserved. Deutscher Outsourcing Verband eV.

Kuwait, Bangladesh and Pakistan.

As Egypt’s BPO industry provides
services for more than 100
countries, SEGMATEK became one
of the fastest-growing offshore
destinations for service provision
with its outsourcing workforce.
With an attractive competitive
environment and high-pay scales,
we succeeded in solving the
equation of providing outstanding

financial stability to our employees.

At the same time, we maintained
highly competitive rates in our
business offers comparable to
those in India, the Philippines, and
Malaysia, which were once the
most favourable offshore locations
among most global buyers.
Furthermore, as MCIT intends to
establish 20 innovation hubs by
2025 and position Egypt among
the top 40 countries for innovation
globally by 2030, SEGMATEK is
engraving its position among the
evolving BPOs in the Telecom
market.

We are scaling, adapting, and
ensuring business continuity by
operating from within a high-value,
low-risk location with a large talent

OUTSOURCING
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Egypt’s
National
Telecom
Regulatory
Authority
(NTRA) now
stands at 41st
among 193
countries
compared to
95th in 2019.
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About the author: Khaled
Khorshid is a senior executive
with proven experience man-
aging large telecom compan-
ies and tech startups in Africa,
the Middle East, and the USA.

pool of competitive-cost, well-
educated employees and
advanced technical
requirements. In addition, we
retain a great deal of goodwiill
among our customers by
providing best practices in the
customer satisfaction

Started up and grew green-
field telecom carriers, digital
providers, and disruptive busi-
nesses in highly challenging
emerging markets. He trans-
formed the business of incum-
bent players facing intense
competition in telecom, high-
tech, education, edu-tech, fi-
tech, and utilities. Focused ex-
pertise since 2013 in planning
and implementing impactful
and successful digital trans-
formation programs. Extens-
ive experience mentoring and
advising founders of new star-
tups in fintech, education, e-
commerce, and mobile ad-

vertising.

He is a pragmatic leader with a

contagious positive attitude

measures and KPIs reflected in
the services offered primarily
to their End-users while
participating in the significant
positive impact on the
country’s economy.

and relentless efforts to de-
liver business results by focus-
ing on building and mentor-
ing motivated teams. Capable
of handling high-pressure
roles including Chief Executive
or Growth Leader for telecom
or digital startup in fintech,
education, or e-commerce;
Regional Leader for high-tech
solution providers targeting
growth in the MEA region; and
a Senior Advisor to executive
management on  digital
strategy, tech innovation, and

disruptive business models.

Khaled is also a public speaker
in industry conferences focus
ing on digital transformation,
customer experience, disrup

tion, and leadership.
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<| > SEGMATEK

SEGMATEK has built its se
of the : . W g with partnel
technologie stinguish and give you the

WHY IS SEGMATEK

P INAL A |,

SEGMATEK managing services start from analyzing your needs/problems, then
studying the market, finding solutions, planning, designing, implementing, and finally
delivering. We deliver on agreed-upon or standard target SLAs.

INTEGRATED

SEGMATEK experts will dig into your internal systems thoroughly to determine and
integrate the related solutions that will help them diagnose and solve problems as
ickly and efficiently as possible.

BSS

Being a leading System Integrator company in the Middle-East and Africa,
SEGMATEK improves and expands BSS Consultancy to support CSPs with the tools
needed for driving agility, operational efficiency, and supporting emerging business
models. ;

CLIENT

SEGMATEK Online Support Services allow customers to raise, report, es
tickets and monitor their SLAs using the same application over the \
SEGMADESK offers a 24

time and money.

DIGITIZATION &

As Digitization is a cornerstone in data processing, storage and transmission from
analog to digital, SEGMATEK supports digital enablement by a strong team who is
responsible for the configuration, integration & upgrade of new nodes, handling
almost 80% of the work that used to be delivered by the product vendor.

BUSINESS PROCESS OPERATION

SEGMATEK simplifies your business processes to improve cost efficiency and
enhance customer experience. We help you address complex challanges to deliver
positive business outcomes.

segmatek.com salesasegmatek.com | Phone: 02 37851993
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RAYA Customer Experience provides next-genera-
tion BPO and customer experience management on
behalf of clients across various verticals. RAYA CX has
been the most preferred partner of customer service,
technical support, and global services for Fortune
1000 companies across North America, Europe, the
Middle East, and Africa since 2001. Delivering from
the most competitive and highly skilled labour mar-
kets, RAYA CX provides an array of integrated busi-
ness process outsourcing solutions supported by ro-
bust strategies, continuous improvement, and
innovation.

With over 10000+ seat capacity and 7500+ advisor
talent pool, RAYA CX provides top-notch outsourcing
of omnichannel customer experience management
and call centre services, which has helped accelerate
the growth of key thriving industries.
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CASE STUDY |

The cli ntis a renowned American
automotive flagship brand, offering
sales and after-sales services, social
media management, and omni-
channel solutions as part of their
provided automotive digital ser-
vices.

Low C-SAT scores, plus high Average
Response Time and Turnaround
Time (TAT), were negatively affect-
ing the automaker’s CX before ap-
proaching RAYA Customer Experi-
ence (RAYA CX) for support. The

boosting their growth rate, depend-
ing on a more customer-centric ap-
proach, create a more intuitive and
friendly customer experience, and
establish more insightful commu-
nication with their customer base.

RAYA CX embraced a 4-step ap-
proach to develop and implement a
customized solution that dissects its
operations. A thorough case study
has been conducted to track the
successful methods implemented to
transform the client’s CX.

The Challenges

There were a number of challenges,
but the pandemic was one that had
a big impact on this client. RAYA CX
had to exploit Egypt’s resilient infra-
structure,

Although the pandemic took not
only Egypt but also the whole world
by surprise, the enormous invest-
ments made in developing the infra-
structure in ICT, power, and energy
infrastructure in Egypt have enabled

The Solution

¢ Design a pleasant and efficient
end-to-end customer journey across
all channels

e Enriched the knowledge base by
adding the updated process to facil-
itate the flow of information

e Deployed analytic tools to closely
and continuously monitor our cli-
ent’s position in the market

CASE STUDY

RAYA CX
client’s objectives were to continue the country to show remarkable resi- e Automated simple and repetitive deployed a
?g;‘;:fégg’g’a%gf‘e lience and adaptability. In 2019, the  inquiries across platforms Social Media
government invested billions of dol- Monitoring
lars in infrastructure upgrades, e Trained and qualified CX agents to tool so that
e which supported the unexpectedin-  provide service according to world- the 360-view
- ™ crease in demand caused by class standards of the
. 1
N L Ladb ol EI‘ ™ COVID-19. So, with the support of customer
T Qn '"""" Egypt's infrastructure upgrades, e Implemented the solution in 60 experience
pp—— |” H‘ - RAYA CX could focus on the other  days becomes
- key challenges. whole.

o

L e gl

¢ Inadequate digital engagement

e Slow and long Average Response
Time per inquiry

¢ Turnaround Time (TAT) exceeding
48 hours

Implementation

RAYA CX has developed a compre-
hensive training program for the cli-
ent’s customer service agents to up-
grade their soft skills and enrich their
product knowledge while undertak-
ing proper site auditing. To build
long-term relationships and create a

OUTSOURCIN
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Picture: Raya CX in Poland
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360-degree view of each customer,
implementing the  omnichannel
strategy required changes on the
client’s end.

The automaker adopted a more in-
tensive training program created by
RAYA CX, along with establishing a
thorough knowledge base, easing
the customer service agents’ access-
ibility to the needed information to
guarantee the success of the new
omnichannel strategy and to have
the Average Response Time and the
Average Handling Time under con-
trol.

The challenges were about how to
orchestrate all the efforts to build
the required infrastructure and cre-
ate the needed knowledge base to
be accessible for the team with its
wealth of data within a tight
timeline and tight budget.

RAYA CX expedited IT and infrastruc-
ture setup along with setting up and
configuring the omnichannel plat-
form from the website, social media
channels, emails, customer support
calls, chats, and online support.

Copyright @ All rights reserved. German Outsourcing Association

\ 4 FIRST-CLASS
CX DOMAIN

| Customer Experience | EXPERTISE

CREATING UNFAILING
BRAND LOYALTY
THROUGH EXCEPTIONAL
CUSTOMER EXPERIENCE

+15 20

LANGUAGES YEARS EXPERIENCE

10K+ 16M

SEAT CAPACITY TRANSACTIONS
/MONTH

(WARSAW, POLAND) (CAIRO & HURGHADA, EGYPT)

(DELAWARE, USA) 4
i =

www.rayacx.com

DELIVERY
. 'SITES

GULF

(UAE, KSA, & BAHRAIN)
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RAYA CX certified the client’s
CS Agents through its training
program to be qualified to
manage their multiple social
media channels within the
omnichannel platform. Also,
RAYA CX deployed a Social
Media Monitoring tool so that
the 360-view of the customer
experience becomes whole.
RAYA CX also provided an ad-
equate analysis of agent-cus-
tomer interactions and com-
munications on social media.

QUTSOURCING
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Finally, RAYA CX leveraged
Automation tools so that the
client can get real-time alerts
and react swiftly and effi-
ciently depending on the cus-
tomers’ stage in the automot-
ive customer journey.

About the Author: Ahmed
Refky is a senior executive
providing strategic vision and
leading enterprise
transformation. He holds a
B.Sc. degree in Computer and
Automatic Control, with
continued education in
several institutes, including
the International Institute for
Management Development

(IMD), Lausanne, Switzerland.

Mr. Refky was the managing
partner and co-founder of
several companies located in

the United States, such as

The Results

e An enhanced experience by
decreasing the Average Re-
sponse Time from 24 hours to
30 minutes

e Optimized Turn-Around
Time (TAT), from 48 hours to
60 minutes

e Use predictive market ana-
lytics to impact and alter sales
directly

Planovate and Nutri
Selections. Serving as the
Senior VP and Co-Founder of
Xceed, a global BPO service
provider, before  joining
Convergys as Egypt's Country
Manager, has enriched his
professional background and
leadership in  multicultural
environments within
international  organizations.
He is mostly known for his
revenue and profitability
growth abilities, as well as his
versatility in launching and
transforming businesses in

different industries.
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As a global leader in Customer Experience Management

and Business Process Outsourcing, iSON Xperiences is leading
the way in combining human efforts with technology to deliver
customer delight.

iSON

xperiences

Be it onshore, offshore, nearshore, or remote g, we pro
ses, and infrastructures

cha

clients get

We simplify. We care.
We satisfy. We delight.

Jeriences.com

BBI-OUTSOURCIN

is specialized in providing outsourcing solutions to its
customers all over the globe. We have outsourcing
centers in Egypt, UAE, Saudi Arabia, with expansion
plans across MENA, Europe, and the US.

SERVICES

offered by our professional teams cover many areas like
data mmanagement, data warehousing and big data

solutions in all fields relating to Al, machine learning & ST %
smart automated solutions. Y

@ BBLAI
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CASE STUDY
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In recent years, a market shift was
observed as Egypt has become a
renowned technology innovation &
IT hubin the region. While managing
several export projects in Europe
through robusta's office in Germany,
requests for Egyptian tech talent
outsourcing started coming in from
different customers.

European companies started
looking to scale their tech teams and

) it

are seeking to grow across different
locations, allowing them to move
faster and be less dependent on one
talent market. Companies that have
the need to hire 100+ tech talent are
looking for a trusted local partner
that can help them build and scale
their remote hubs fast.

Engagement models range between
short term 3-6 project-based agree-

ments to long-term engagements

N CASE STUDY

where a development hub with 50+
engineers, designers and product
managers is ramped up in a period
of 6 months.

Customers requested everything
from project-based talents master-
ing all kinds of tech stack as well as
robusta's help sourcing, interview-
ing and vetting these talents, and
managing the financial & admin of
hiring these talents. These services
are being sought after in industries
such as telecom, retail & e-com-
merce, automotive, healthcare &
education. The surge in demand for
such services from the Egyptian
market is due to several factors.
That's how Hive by robusta started;
a company specializing in building
remote global teams, fast and
hassle-free.

Benefits of Tech Nearshoring

There are many benefits to talent
outsourcing other than the obvious
time-saving aspect of hiring & train-
ing in-house employees. One of the
most significant advantages of out-
sourcing tech is the access to new
talent and the ability to grow in a
more agile way.

Outsourcing provides flexibility on
both ends. Companies want to man-
age their risk while growing into
new markets by hedging their bets.
They want to build hubs in different
locations and double down on
those that perform best.

Another obvious advantage is in-
vestment efficiency. With differ-
ences in market compensation
rates, companies can save up to 50%
of their labor costs versus hiring in-
house without sacrificing talent
quality in most cases. Working with
the right nearshoring partner also
guarantees that through a meticu-
lous selection and vetting process.

Moreover, a great advantage is lift-
ing the logistics burden off of em-
ployers. Issues like legal procedures
of hiring globally, providing equip-
ment & office spaces remotely &
general team engagements are all
taken care of.

Why Egypt?

Currently, the Egyptian talent pool
in the ICT sector is the cornerstone
of Egypt's unique position among
the global nearshoring destinations.
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the Egyptian
talent pool in
the ICT sector is
the cornerstone
of Egypt's
unique position
among the
global
nearshoring
destinations.
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Out of the annual pool of 500,000
university graduates, nearly 50,000
have technology-related degrees.
Coupling that with market com-
pensation rate differences makes
Egypt a landmine for software en-
gineers and tech experts across the
entire tech stack. Let's not forget the
significant growth in the ICT in-
dustry in Egypt overall in the past
decade, which is forecasted to con-
tinue growing exponentially in the
upcoming years.

Egypt's unique location with respect
to Europe makes the time differ-
ences issues non-existent versus
countries like India or countries in
South America. Language barriers
are also very minimal, which only
strengthens Egypt's positioning.

There's also an excellent investment
in the local infrastructure, providing
better utilities & internet connectiv-
ity to support technological ad-
vancements across all industries.
And all that is backed by the govern-
mental vision of a digitally native
country by 2030.

What is Hive by robusta?

Hive by robusta specializes in build-
ing remote global teams fast and
hassle-free. We understand business
needs and find the right-fit candid-
ates with zero hiring & legal head-
aches. Building on robusta's years of
expertise in building teams & com-
panies is a great idea to bring a fully
customizable experience with a
transparent pricing model whether
companies are looking to hire one
employee or an entire team. Hive
works with businesses with fast-
growing development needs &
teams and companies looking to ex-
pand globally with multicultural
Plug'n'Play talents who sync seam-
lessly within their group.

Having been in the market for over a
decade, we've become very experi-
enced with the local tech talent. We
know where to source exceptional
talent, and we understand exactly
what the firms need and what would
get them excited to work for differ-
ent employers locally & globally.

Our methods revolve around build-
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ing and hiring for long-term
engagement. In addition, we
provide strategies for grow-
ing, maintaining, engaging,
and retaining a remote team,
global expansion, & manage-
ment transfer facilitation
when needed.

Looking forward

Our vision stretches bey-
ond outsourcing as we
aim to provide a 360-de-
gree experience that ad-
dresses the customers'

As a founding partner of ro-
busta Deutschland, Mah-

needs wherever they are
and takes care of every
hurdle they face along
the way. Our journey
doesn't end with hiring a
single engineer or a
whole team. We continu-
ously work hand in hand
with our customers to
consult them on market
insights & the suitable
candidates to look for
and provide guidance on
performance manage-
ment & improving reten-
tion rates. All of our in-

moud has over 10 years of
experience in international
business with focus on stra-
tegic partnerships.

Mahmoud studied Mechan-
ical Engineering and Man-
agement at Technische Uni-
versitat Minchen and
worked with BMW, Daimler
and Henkel prior to joining
robusta where he is currently
responsible  for  building
nearshoring hubs out of
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tentions are to help busi-
nesses grow across the
globe & provide unique
job opportunities for tal-
ents all over Egypt.

Egypt to serve the Western
European markets.

Having worked in global
functions in multiple loca-
tions including Stuttgart,
Disseldorf, Amsterdam and
Greater New York City, Mah-
moud is a strong supporter
of cross-border collabora-
tion.



Scandinavia
In Cairo

By Hans Henrik Grot

Image by Crossworkers

big mistakes
a European look
because Cairo and

wants to get the full potential
distributed teams in Europe and
, itis crucial to have a company culture
the corporation. The easy part is deep-
nto the vast pool of resources, but do remember
e people and not resources and make sure that the
eded environment is also in place.

Culture is one of the “2 Big C’s’, and the other is
Communication when it comes to working Nearshore/
Offshore. Egypt and Cairo, in particular, have already a
head start as the general cultural readiness is already in
place compared to other destinations.




INTERNATIONAL BUSINESS I, e

CrossWorker's Office,
Copyright: CrossWorkers

74

OUTSOURCING

-~
DESTINA'I:I éNS

However, it is crucial to find a
vendor that has taken the massive
investment into creating a company
culture that is crucial for a future
value-creating cross-cultural cor-
poration.

CrossWorkers have created a com-
pany culture through ongoing train-
ing and education based on the
past +12 years of experience - aim-
ing both at business and geograph-
ical, cultural understanding. Scand-

inavian ownership and manage-
ment have been instrumental in this
process.

The Scandinavian Management cul-
ture has been embedded into man-
agement on all levels. It has success-
fully created a work culture focused
on a constant pursuit of efficiency
without missing out on the most
important ingredient in all organiza-
tions - the people.
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The Scandinavian influence is also
reflected in transparent processes
and routines that support efficiency
and the other “Big C" - Communica-
tion, a pillar in the day-to-day cor-
poration with any customer working
with distributed teams. At Cross-
Workers, this combines efficient
knowledge systems, training and
sheer access to communication
tools and equipment.

Cultural understanding also means
fully comprehending the primary
conditions for the customers’
business environment. GDPR has
since 2018 been an incorporated
part of the European market, but
GDPR has not yet fully been
integrated into the Egyptian IT
community. For European
companies, it is an absolute must to
secure that not only contacts
support GDPR, but also the actual
implementation and understanding
right down to the youngest
developer - at the end of the day, the
responsibility always falls back on
the customer with the risk of

catastrophic consequences

For an organization with a European
background, GDPR is already an
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incorporated  routine with a

constant focus on training,
monitoring, and ensuring every-

body stays updated.

Ongoing training and knowledge
sharing have always been the core
of CrossWorkers - European experts
sharing cultural insights, Egyptian IT
gurus giving insights into new
technologies and methods, or two
colleagues helping guide each other
to finding the best solution for a
customer in the fastest way. A
culture that needs to be enabled,
supported and maintained in a
structured form and where tools are
available for both employees in
Cairo and the customers in Europe.

QUTSOURCIN
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Scandinavia
in Cairo
Copyright:
CrossWorkers
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For any responsible and
professional European
company, out staffing goes
hand in hand with keeping up
the  values  for one’s

About the Author: Hans Hen-
rik Groth (52), a Danish citizen
and the Founder & CEO of
CrossWorkers, has extensive
knowledge within the IT Off-
shore/Nearshore/Outstaffing
domain gained from opera-
tions in Pakistan, Ukraine and
Egypt. In addition, he has a
background as HR Director for
a listed Danish IT company.
For more than ten years, Hans
Henrik has been dedicated to
building up CrossWorkers in

INTERNATIONAL BUSINESS I

employees. Therefore, when
selecting a vendor, remember
to ensure aligned values.
Good office environment,
hardware, work-life balance,
and the combined benefits
have to match the need to be
attractive and correspond
with customer values based in
a European context. At
CrossWorkers, it is already part
of our DNA.

So, all in all, CrossWorkers
might not be a one-to-one
Scandinavia in the middle of
Cairo, but we do believe we
are pretty close.

Cairo, Egypt — a company with
entities in Denmark, Egypt &
Bahrain with sales in several
European countries and the
GCCregion.

Hans Henrik is actively parti-
cipating in increasing the ca-
pacities of the Egyptian ICT in-
dustry and, not the least,
promoting the destination to
the European market.

Cross

Get your own

IT Development Center

©
©
©
©
©
©
©
©

in Cairo.

Scandinavian Managed
High Cultural Understanding

High Level European Style
Office Environment

Tailor Made Recruitment To
Your Needs

Extensive Contact With The
Egyptian IT Labor Market

Contracts On European Law,
Venue, And Currency

Fully GDPR Compliant

Present Both In Cairo ang
In Europe

Contact Us

Workers

crossing all borders

@ www.crossworkers.com

(+45) 70 27 20 40

a info@crossworkers.com
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* PP Teleperformance

By N\ Mohamed Tawi‘( General Manager
at Teleperformance Egypt: {
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Teleperformance
Office
Photo:

Teleperformance

Teleperformance Egypt has been

awarded Best Digital Transforma-
tion 2021 to lead the digitalization
transformation and digital effective-
ness in the MENA region, presented
by Samsung Electronics Middle East
& North Africa HQ.

Teleperformance launched and im-
plemented the'Voice to Message'di-
gital service, deflecting the highest
call drivers through non-voice chan-
nels to decrease customer efforts
and increase the team’s efficiency.
Over and above, chatbots have been

deployed to improve the response
rate to frequently asked questions,
not only chatbots but on all digital
channels. Although the highest
volume was deflected to WhatsApp
through our IVR (interactive voice
response) deflection, Teleperform-
ance has also implemented live chat
to make it easier for customers to in-
teract. We attempted to decrease
the volume received by 45% from
the calls to deflect on WhatsApp.

Teleperformance Deflect has played
a crucial role in integration with the

WAHA (Work At Home Agent)
model, ensuring smooth business
continuity and Voice Deflection, En-
abling a Higher Level of Automation
(Bot) Efficiency. With high tech -
high touch approach, promoting di-
gital channels to the customers has
improved the adoption and rollout
of the new services, positively im-
pacting the brand image and mar-
ket share.

Moreover, launching "Visual Sup-
port Service” has positioned Sam-
sung to be the first and only Tele-
com company to offer the Visual
Support service globally. Providing
diagnosis and troubleshooting in a
single step, customers can open
their cameras with highly secured
programs Instead of sending over
technicians. As a result, we achieved
cost savings, a better customer ex-
perience, and a higher satisfaction
rate by eliminating additional steps
with this new digital channel.

Evolution journey for Market
Leaders

In 2011 Samsung launched Teleper-
formance with six agents. By 2015
the headcount reached 180+ with

back-office expansion to Include E-
mail & Chat and the launch of a so-
cial media new line of business, fol-
lowed by the “IVR Launch”, which
was created for the C-sat Survey in
2017. Furthermore, during the pan-
demic in 2019, Teleperformance
launched a new line of businesses
(WhatsApp for Business — E-store) to
adapt to the latest consumer beha-

viour.

Now Samsung in Teleperformance is
supporting:

¢ Customer Service in two lan-
guages (English and Arabic)

e Technical Support through 5
different channels

As a result of adopting new chan-
nels and implementing the "Voice to
Message’ digital service. Teleper-
formance was able to achieve:

e 50% COST SAVINGS

e 25% Increase in WhatsApp inter-
actions

¢ Percentage of Digital Services in-
creased from 15% in Q4'20 to 47%

e Introducing a new digital chan-
nel's*Visual Support”.

e Being the first and only telecom
company to offer the Visual Support
service globally.

Teleperformance
Egypt has been
awarded Best
Digital
Transformation
2021 to lead the
digitalization
transformation
and digital
effectiveness in
the MENA region.
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e Providing diagnosis and
troubleshooting in a single step.

e The percentage of Call Satisfaction
increased from 91.03% to 93.65%

The Implementation process was ex-
ecuted professionally and efficiently
with a fast and smooth transition to
the WAH (work at home) model, with
40% of the HC moved in the first two
weeks and 100% operating from
home during the lockdown.

Moreover, 50% of the agents work

from home post-pandemic. Also, no
layoffs took place during the trans-
itions. However, the headcount
doubled in Social Media LOB (line of
business) because of the increase in
WhatsApp for Business interactions.

The Challenges

¢ A high volume of calls and high
cost of voice interactions.
e Lack of adoption of non-voice

channels of communication from
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the consumers compared to voice

channels.

e Business continuity during the
early days of the COVID-19 pan-
demic.

e Egypt has not been well versed in
the implementation of the work-at-
home model.

The Solution

e Diversify existing business model

with digital channels.

¢ Design and implement the Teleper-
formance Voice To Messaging Solu-
tion.

¢ Deflect voice interactions to non-
voice channels while educating cus-
tomers on the process.

e Customers enter their number
through an IVR path to continue the
conversation on WhatsApp rather
than holding.

e TP Egypt customized this for Sam-
sung with the IT team in Egypt within

six weeks, cutting the initial integra-
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High-Tech

High-Touch

88*

COUNTRIES
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* High Tech Solutions such as “RPA & Al,
Chatbots, Omni-channel CX

High Touch Solutions for Al-based Coaching,
Gamification, Simulation

Customer Interaction Analytics
Predictive Modelling
Recommendation Engines
Dynamic Dashboards/Reporting
Customer Journey Mapping
Lean Six Sigma
Design Thinking

* All Ideas Matter

420" | 265

TEAM LANGUAGES
MEMBERS & DIALECTS

End-to-End Digital Solutions

A Trusted Partner Focused
On Results

Digitally-Enabled,
Intelligent Operations

R
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tion cost by almost half.

The Results

e Increased customer satisfac-
tion significantly.

e Lowered the cost by almost
50% with a sustainable option
e The WAHA deployment was
successful, with 100% of the
operations working from
home within only two weeks
after the transition, overcom-

ing the network and con-

hoant +tha Anvhar M
POUT the AUTnOoI Vi

nectivity challenges, sustain-
ing the security and functional
integrity standards, and man-
aging the operations re-
motely.

e Agents trained in new tech-
nologies.

e As a result of voice to non-
voice deflection, WhatsApp
for Business interactions in-
creased from 200,000 to
800,000,

e Average CSAT scores went
from 91% in 2019 to 93%.

Copyright @ All rights reserved. Deutscher Outsourcing Verband e.V.

e Customer NPS score from
26% to 60%.

e Samsung Egypt awarded
best practice for implement-
ing WhatsApp for Business.

e Global rollout across every

Samsung location.
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Diversity,
gender
equality and
future-ready

hybrid work
model

By Ramy Kato, Head of Global Care
and Egypt Center at _VOIS

Images by geralt via Pixabay.com
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Established in 2006, VOIS - Voda-
fone Intelligent Solutions - has
grown from a single entity service
provider to a global, purpose-driven
TechCo, dedicated to driving scale
at speed and delivering value to
Vodafone. _VOIS provides services
to 28 countries — and underpins
everything Vodafone does, operat-
ing from 6 locations: Albania, Egypt,
Hungary, India, Romania, and the
UK.

Globally, over 26,000 highly skilled
individuals are dedicated to being
Vodafone Group's partner of choice
for talent, technology, and trans-

formation. We deliver the best ser-
vices across IT, Care, Business Intelli-
gence Services, HR, Finance, Supply
Chain, HR Operations, and many
more.

The journey taken by _VOIS relies
on digital technologies and services
and is driven by talented people
who can enhance the experience for
our customers. We provide the full
suite of our services from our Egypt
center, including Technology Ser-
vices, Digital Services like Automa-
tion, Business Process Services and
Customer Care.

OUTSOURCING -
DESTINATI aNS
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Vodafone building in Egypt

Photo:_VOIS
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Our purpose is to improve one bil-
lion lives and reduce our environ-
mental impact by half by 2025. To-
gether, we build a digital society
where our technology improves
people's lives for the better and en-
ables inclusion for all without im-
pacting our planet.

_VOIS Egypt

_VOIS started operating in Egypt in

2006 and now has established
global delivery centers in Alexandria

and Cairo. With more than 8,500 em-
ployees, _VOIS Egypt supports
Vodafone's global markets and
group functions. It delivers best-in-
class customer experience through
multi-functional services in the
areas of Information Technology,
Networks, Business Intelligence and
Analytics, Digital Business Solutions
(Robotics & Al), Commercial Opera-
tions (Consumer & Business), Intelli-
gent Operations, Finance Opera-
tions, Supply Chain Operations and
HR Operations.
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Alexandria office

In 2021 _VOIS opened a new office
in Alexandria to expand the _VOIS
Egypt footprint and explore the un-
tapped potential of the talent pool in
the city of Alexandria, strengthen
our business continuity plans, and
increase the diversity of our work-

force.
Future-ready hybrid model

The COVID-19 pandemic has clearly
seen a global shift in the relationship
between employees and their em-
ployers, and employees now have
very different expectations for ways
of working.

Over the last two years, we have
listened to our colleagues, and this
feedback has shaped our approach,
putting flexibility, trust and balance
at the heart of our hybrid model.

Through the pandemic, we learned
that people could be very productive
and efficient at home. As a result,
some of our roles are 100% remote.
In contrast, for some others, there is
a real value to being physically

present in the office 2-3 days a week
for in-person collaboration, team dis-
cussions and social opportunities.

At _VOIS, we're excited about the
opportunities that hybrid working
can offer, opening up our roles to a
broader talent pool and removing
barriers such as geography, disability
or caring responsibilities, in turn
helping to create a more diverse and
inclusive workplace.

Feedback from our employees has
also helped to re-shape our 'future
ready' office spaces, creating flexible
and separate areas for different types
of work, connection and co-creation.

Diversity & Inclusion

We are proud to be a diverse and in-
clusive company, where everyone
can be themselves and belong,
whatever their background, nation-
ality, race, gender or identity. Our
groundbreaking parental leave pro-
gramme promotes balance and
equality for parents whatever their
gender. We are committed to sup-
porting our people throughout each

different stage of their lives with our

Copyright @ All rights reserved. Deutscher Outsourcing Verband e V.
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Egypt’s
National
Telecom
Regulatory
Authority
(NTRA) now
stands at 41st
among 193
countries
compared to
95thin 2019.
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Vodafone building in Egypt
Photo credit: VOIS
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Youth programmes, support for
people who have experienced do-
mestic abuse, and women experien-
cing symptoms of menopause. Re-
connect offers exciting
opportunities and a support pro-
gramme to women returning from
career breaks. Our flexible, future-
ready ways of working and our focus
on being 100% and supporting

mental health and wellbeing create

a culture of learning, trust and pro-
ductivity.

Gender equality

At _VOIS, we want to develop
policies and programmes to support
women through all aspects and
phases of their working life. From
the beginning of the women's ca-
reer, through pregnancy, returning

Copyright @ All rights reserved. German Outsourcing Association
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to work, after a break, parent-
ing and later in life through
menopause.

Under 100% Human, our cul-
ture encourages our people to
bring their whole selves to
work, and we promote a cul-
ture of communication and
openness on these different
experiences.

About the author: Ramy Kato
started his current position as
Head of Global Care and Egypt
center on the 1st of March
2020. Ramy has 20+ years of
diverse experience in man-
agement, business and digital
transformation, operations
management, customer ex-

perience and business devel-

We are committed to increas-
ing the number of women in
the organization and target-
ing 40% women in senior roles
by 2025. We are making good
progress with 36% female em-
ployees and more than 50% of
women on our leadership
team.

We run many initiatives de-
signed to support and engage

opment. He has extensive ex-
pertise in leading large-scale
companies, where he as-
sumed the roles of General
Manager in Global Lease, Man-
aging Director in Careem, and
regional managerial positions

in Xceed and Orascom Telcom.
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women at all levels. OQur Wo-
men in _VOIS network celeb-
rates and supports women
holistically with regular we-
binars and events run for and
by our female colleagues.
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The evolution
of Microsoft’s
Egypt
Development
Center

By Dr Hussein F. Salama, Director of Microsoft’s
Advanced Technology Lab, Cairo, Egypt

Image by ThisisEngineering RAEng via Unsplash.com
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Microsoft's Egypt Development Center
(EgDC) consists of software development
and applied science teams working on
diverse projects that feed into Microsoft's
global products and services. EgDC employs
the top talent in computer science and data
science in Egypt. We engage in developing
the next-generation cloud services that
utilize state-of-the-art Machine Learning
and Deep Learning. Our engineers are
involved in the entire software development
life cycle from experimentation to design,
development, release functions and
DevOps. We employ more than 100
engineers and data scientists. We are
growing to ftriple that size shortly as
Microsoft recognizes that Egypt has the
largest and best-educated computer/data
science talent pool in the entire Middle East
& Africa. In addition, growing a dev center in
Egypt brings significant cost advantages.
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Microsoft’s Egypt Office,
Copyright: Microsoft
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The Evolution of EQDC

The seed of EgDC is the Advanced
Technology Lab in Cairo (ATL Cairo).
Microsoft established ATL Cairo in
2007 with an initial mission to
impact the Arab region by making
Microsoft's products and services
more relevant to the Arab world.
Microsoft was explicitly interested
in the unique expertise around
natural language processing and
speech processing that Egyptian
scientists and engineers have
accumulated over the years due to

their work on the very complex
Arabic language. Over the years, ATL
Cairo’s mission evolved beyond just
catering to the Arabic-speaking
users of Microsoft’s services to serve
as a center of expertise for language
processing and speech processing
across Microsoft.

ATL Cairo was initially part of the
prestigious  Microsoft Research
organization. Our impact was
measured  through the tech
transfers we completed to the
various Microsoft product teams

Copyright @ All rights reserved. German Qutsourcing Association

and, ultimately, the release of our
technologies into Microsoft
products. Over the vyears, we
migrated to be part of the product
teams themselves and expanded
our responsibilities from tech
transfers to full ownership of specific
Microsoft products. Throughout, we
maintained our scientific edge. In
parallel, other organizations
established development teams in
Cairo that co-exist with ATL Cairo
under the umbrella of EgDC. Based

on that 15-years history, we consider

EgDC to be a dev center deeply

rooted in science.

Our Work

Our staff engages in the
experimentation, development, and
operation of state-of-the-art cloud-
based Al services that power
Microsoft's  cognitive  services,
search, web analytics, and more. We
take responsibility for our services’

accuracy, scalability, and reliability.

Copyright @ All rights reserved. Deutscher Outsourcing Verband e.V.

Microsoft Office
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We maintain our connection
with the Microsoft Arabic-
speaking users by developing
and maintaining the industry’s
most accurate Arabic models
for machine translation and
speech recognition. In
addition, we also develop
highly accurate models for a

About the author: Dr Hussein
F. Salama is the Director of
Microsoft's Advanced

comprehensive set of low-
resource languages.
Supporting the Community

Since the EgDC’s inception, it's
been keen on promoting
computer science research
and development in Egypt. As
a result, the lab offers

Technology Lab in Cairo,
Egypt. He is responsible for
setting up the lab for long-
term success and growth and
enabling the lab’s engineers
and scientists to perform at
their best by striking the
delicate balance between
“freedom to innovate” and
“focus on delivery”

Before  joining  Microsoft,
Hussein founded Citex
Software, a startup that built
the first open-source mobile
advertising platform. While at
Citex Software, Hussein
helped found and incubated a
few early-stage startups. Most
notable is Blue Kai, which
Oracle acquired in 2014.
Before Citex Software, Hussein
was the Chief Operating

internship programs to
students from the entire
region. This allows prospective
software engineers to work
hand-in-hand with our
engineers and scientists and
to gain hands-on experience
with authentic products and
state-of-the-art technologies.

Officer of SySDSoft, an
Egyptian startup acquired by
Intel in 2011. In 2005, Hussei

co-founded Digital Ne |
Advertising, Egypt's first digite

signage network.

Hussein started his
professional career in 1996 at
Cisco Systems in San Jose,
California. He was an Adjunct
Lecturer at the Department of
Computer Engineering, Cairo
University, in 2007 and 2008.
In addition, he serves on the
Advisory Boards of several
universities in Egypt.

Hussein received a PhD in
Computer Engineering from
North Carolina State University
and an MBA from San Jose
State University, California.
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Challenges
and solutions
In Egypt:

in offshore,
BSFI and

healthcare

By Ahmed EIMoghazy, CEO of Advansys ESC

www.outsourcing-destinations.org
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1. Software Delivery
Center

Advansys ESC partnered with a
Key player in the Gulf Area, in the
Financial Sector, for building their
Off-shore Software Delivery Cen-
ter in Egypt including the different
phases of the SW development
cycle. The lack of resources & ac-
cess to the latest technology at
lower costs were the major barri-
ers in the digital transformation
Journey. So, over the Three-Year of
the partnership, Advansys have
enabled the Financial Institution
on different levels of Software
Outsourcing Operational Out-

sourcing and Business Process
outsourcing to achieve high pro-
gress in their digital transforma-
tion journey along with enlarging
the enterprise Market share.

The Challanges

Since the Institution is offering a
wide range of financial services
while the market is undergoing a
profound transformation and the
digital technologies are reshaping
payments, lending,insurance, and
wealth management. Access to
specialized talents, latest
technologies at competitive costs
while improving their service

QUTSOURCING {;'
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delivery where the major barriers in
the digital transformation Journey.
The institution needed to focus
more on the core business as well as
optimizing the costs to be able to
cope with challenges in financial
services economies which became
more diverse, competitive, and
inclusive. That's where Advansys ESC
partnership in Services Outsourcing
played a major role in the institution
journey towards digital
transformation.
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The solution

Advansys ESC partnership with the
financial institute Advansys started
in 2019 with the mission to build
their entire SW Delivery Center in
Egypt. The SW Development Hub, in
Egypt, included all the different
phases of the SW Development
cycle such Design, Development, ...,
Go-live Support with different
Seniority level as well. The
Development Center is currently
running with full capacity and it's
increasing based on the projects’
requirements.

Advansys ESC experts are delivering
projects through different Services
SLA working on different business
operations processes in an isolated IT
environment to ensure data
confidentially, and finally the
managed automation services,
offered by Advansys ESC experts, in
the offshore center is covering all
required services and support for the

developed software solutions.

Technologies: 10S, Android, .NET,
Oracle APEX

Services Offered: SWDC ((Software
Delivery Center Outsourcing), BP O
(Business Process Outsourcing), and

OP (Operation Outsourcing).

The outcome

Advansys ESC team contributed
significantly  to the Digital
Transformation journey of the client
which was a catalyst in accelerating
the transformation along with
adding more digital solutions to their
Portfolio to be more competitive &
seamlessly multiply their market
share.

2. Hybrid Capability
Center

Advansys ESC over the past few years
have been collaborating with one of
the biggest Global Organization in
building their offshore capability
Center in Egypt. Currently it contains
200+ specialized talents in different
engineering and technological areas.
Access to skilled engineering talents
pool and ability to improve business
efficiency were major challenges for
the organization to keep on highest
performance and extend their
market reach. That is where Advansys
ESC played a pivotal role in
increasing the partner’s revenue by
Two-digit ‘year-on-year’ along with
being the extendible delivery arm for
business expansion and seizing more
opportunities through offering a
wide range of services from ITO,
Engineering Services Outsourcing,
Procurement QOutsourcing, SW
Outsourcing and Business Process
Outsourcing.

The challenges

As the Organization is offering
different solutions for the Warehouse

Copyright @ All rights reserved. Deutscher Qutsourcing Verband e.V.
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Automation and Material handling,
they faced major challenge on
keeping the operation costs within
thresholds along with the massive
demand on engineering & technical
resources in addition to the increase
in hiring cost in the American and
European markets. Actually, access
to specialized talents, in the field of
engineering service, and industrial
automation also considered as other
barriers for providing improved
service delivery and business
efficiency to maintain the high
performance.

The solution

Advansys ESC established a partner-
ship with the Global Organization to
build their Hybrid Capability Center
for mechanical, control and software
engineers that works within the
design, operations and process of
their material handling & warehouse
automation solution delivering.

We started 8 years ago with 4 Con-
trol engineers operating in North
America to work on Material hand-
ling projects related to e-commerce,
and currently we have more than
200+ dedicated specialized engin-
eers who delivered many successful
projects across the globe.

Advansys ESC experts are delivering
projects through different delivery
models from Offshore, Onshore,
Nearshore and Hybrid models
throughout four continents. Ad-
vansys ESC is continuously equip-
ping the team with the required ex-
pertise & latest technologies to
provide comprehensive, quality
solutions and full range of special-
ized engineering services.

Advansys teams have worked on
these projects through all stages
from solution development, de-
tailed design layouts, electrical &
hardware design, order entry, PLC
programming, SCADA & visualiza-
tion, SW development onsite system
commissioning and After Go-live
Tech support.

Technologies Expertise: Java, PLC
programming, SCADA, Conveyor
systems, Picking technologies, Sort-
ation technologies, Storage automa-
tion.

Service Offerings: IT Outsourcing,
SW Delivery Center, Engineering Ser-
vices Outsourcing, Procurement
Outsourcing, Business Process Out-
sourcing

Copyright @ All rights reserved. German Qutsourcing Association

The outcome

Advansys ESC
specialized engineers have helped

ever-growing

the organization to overachieve the
growth targets globally by providing
flexible models and unmatched
industry expertise.

Our skilled talents helped in quick
expand in their work force through
industry expertise and ability to
access to the latest technologies at a

lower cost to ensure global
competitiveness and land more
business opportunities.

3. Improving
Healthcare Revenue
Cycle Management

Private healthcare providers in the
Middle East have 70-80% of their
revenues come through insurance
companies their patients have used
whilst enjoying the services they

st .
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provide. This puts a significant
strain on these organisations
as the gap between the actual
paid by the

provider and

expenses
healthcare
collection of the related
revenues takes at least 1
month.

Advansys ESC has worked with
several healthcare providers in

the Middle East to improve
their Revenue Cycle
Management.

The solutions provided focus
on two key areas: Customer
Data Accuracy and Elgibility
Check Accuracy.

In Customer Data Accuracy,
Advansys ESC worked with the

Advansys

OUTSOURCING
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healthcare providers to elimin-
ate the errors that occur whilst
recording the Patient’s data on
their HIS (Healthcare Informa-
tion System).

Advansys ESC integrated Web
Portal, OCR and RPA in the fol-

lowing manner:

™

Nek+ p
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1. Web Portal for Front Desk
to upload the scan of the Pa-
tient's ID on for Contact
Centre team to enter the Na-
tional ID number provided
by the Patient whilst book-
ing their appointment.

2.0CR tool to extract the ID
number from the scanned
document and return it back
to the Portal.

The author: “As Technology
Evolves, we advance in aug-
menting the power of automa-
tion through saving millions of
operation hours and magnify-
ing efficiency” Ahmed El-
Moghazy, CEO.

Ahmed has 15 years’ Experi-
ence in Industrial Automation
systems, Strategic Out-
sourcing in Egypt, Central/
Eastern Europe, Middle East,

North America.

3.RPA tool to logon to the
government health portal to
grab the insurance provider
of the Patient (using the Pa-
tient’s ID number) .

4. RPA tool to logon to the
relevant insurance portal to
grab the Patient’s personal
information (name, DOB,
gender, etc.) and insurance
information (policy number,
coverage, co-pay %, etc.).

He led Advansys ESC business
in different areas like FMCG,
BFSI, Manufacturing, Govern-
ments, Healthcare, Oil & Gas
industry, Power & Utilities. The
CEO of Advansys ESC holds
B.Sc. degree of Electronics and
communication Engineering
from Ain Shams University,
and a Master of Business Ad-
ministration degree with a
Black belt in Lean six Sigma.
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5.RPA tool then populates
the Web Portal for the Front
Desk/Customer Care team
member to see all the in-
formation extracted, add in-
formation that is not avail-
able on the insurance portal
(mobile number, next of kin,
etc.) and submit the data to
be added or edit in the
healthcare provider’s HIS.
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By Ahmed Nagy EIAnwar
Assistant Vise Presitent of Sutherland

www.outsourcing-destinations.org
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Picture: Sutherland's
office in Eqypt
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We make digital human - is what
Sutherland brings to the global
operations. The rapid growth of
digital transformation engaged in
the human workforce modifies the
technical design and human insights
into a deeper understanding to

promote business innovation.

We have been one of the leading
companies of the most significant

companies in the world in the digital
transformation led by the eccentric
customer business. Driven by a
relentless, entrepreneurial spirit and
by partners across the globe with an
extensive intimate affiliation with
global clients, and work with them
to find strategic and operational
solutions that offer and implement
advanced accomplishments.
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In the new era of digitization,
powered and driven by advanced
technological transformation and
integration of information across a
wide range of processes in an
extensive machine learning and
human engagement, the result of an

outcome-driven solution.

These outcome-driven solutions
adapt from the various key business
focus on product development,
customer experience, and business
models. Continuous innovation
transforms the business's core
services, including how the
company is led by tremendous

customer experience.

The top three digital transformation
services we provide are Technology
Services, Enterprise Services, and
Healthcare IT. Therefore, allocating
customers' needs in every matter
becomes accessible in each case.

1. Technology Services
"Customer experience technologies

and new business models that
deliver seamless CX."

To achieve more meaningful goals,
one of the key businesses in
increasing boundless
communication and engagement
within the organization and the
customer is how one perceives the

needs of the others.

Our Customer Experience and
Strategy are led by a modern
combination of human knowledge
and technological capabilities
resulting in an innovative and
engaging
Technological Services provided by

application. The

us expand through world-class
touchpoint transformation,
seamless customer and user

communication, specializing in

cloud services, end-to-end
salesforce implementation,
personalization and

recommendation, and a digital
workplace.

2. Enterprise Services
"Enterprise support is in our DNA.

With 13,000+
professionals across the globe

technology

supporting 15+ languages, we have
a rich heritage managing large and

Copyright @ All rights reserved. Deutscher Outsourcing Verband e.V.
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complex technical support

ecosystems.”

Supporting thousands of services
worldwide and optimizing solutions
enabling Customer Success
organization, this approach made by
us manages to build a structure
where the customer strategy aligns
with the digital transformation. The
Enterprises Services include
Enterprise B2B product support,

Service Desk, and Customer Success.

3.Healthcare IT

"We help Health Plans and Providers
on their top-of-mind use-cases to
achieve key business and care
outcomes through technology and
enhanced patient/member

engagement.”

These human-centric services are

not new in the global market and

operations and the retrospective of a
broader range of digital possibilities
for organizations and individuals.
The modern age of technology
ascends to be a great tool to improve

one's lifestyle or a company's
performance seamlessly.

A company that acquires
opportunities for digital

transformation obtains an immense

avenue toward a  digitized
experience for customers—efficient,
transparent, and interactive
management helps to connect an
organization emerging to a

successful global operation

experience.
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JOIN OUR
COMMUNICATIONS IN CAIRO!

Apply now.

f JOIN IN THE FUN

The author: "Ahmed Nagy
ElAnwar is the Country Head
for Sutherland Egypt & Global
SD Head for Travel & Retail
with Span of 4000 + FTEs, 15
years overall experience in
client relations & business

process transformation.

Ahmed has contributed to

multiple launches of new

functions and LOBs. He also

!
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played a key role in
restructuring the operational
module following the

pandemic.

Ahmed likes to Play Football,
Padel, and spend time with his
lovely daughter in his free

time,

FLAGSHIP MEDIA AND

-
DUTSOURCING ’
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IT INDUSTRY DEVELOSMENT AGENCY

The Information Technology In-
dustry Development Agency
(ITIDA) is the executive arm of the
Egyptian Ministry of Communica-
tions and Information Technology
for spearheading the develop-
ment of IT in Egypt. ITIDA is Egypt's
engine for spreading technology,
driving innovation, and support-
ing foreign investors seeking to en-
hance their global offering from
Egypt, the global hub for IT/ITES

and technology innovation.

Established in 2004 and located at
the heart of a modern business en-
vironment in Smart Village, ITIDA
supports and develops the ICT in-
dustry through five main seg-

ments:

IT Industry Development

Agency (ITIDA) Building, Giza, .

Egypt
Image: ITIDA
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IT Industry Development Agency (ITIDA)

« Talent Development,

« Innovation & Entrepreneurship
Support,

« Investor Attraction & Support,
« Egyptian Companies Develop-
ment, and

- Business Ecosystem Develop-

ment.

ITIDA's work is characterized by
long-term commitment and sub-
stantial ongoing investment to en-
sure fundamental sustainable de-

velopment.

ITIDA works with entrepreneurial
and collaborative spirit to serve
public and private bodies, industry

players and associations, universit-

ies, and individuals to help the

Howaida Kamel, Head of Marketing

and Strategy Department
Phone: +201005212131

Email: Hkamel@ITIDA.gov.eg

Website: www.itida.gov.eg

Egyptian IT and services industry
develop as much and as far as pos-
sible. ITIDA offers a wide range of
services that help building the ca-
pacities of the local IT companies
as well as attracting and servicing
multinational companies. [TIDA
also helps businesses expand by
offering a unique access to numer-
ous markets through sponsoring
and participating in the local, re-
gional and international

tradeshows.
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Cross

CrossWorkers is a professional
Offshore/
Nearshore/Outstaffing company

Scandinavian IT

with Offshore Development Cen-
ter in Cairo, Egypt, and estab-
lished sales in several European

and Gulf countries.

CrossWorkers have been active in
Egypt for more than ten years and
have succeeded in creating a true
cross-cultural company with well

over 100 IT professionals.

Our European customers work
directly with their own tailor-
made dedicated IT staff without
costly intermediaries. CrossWork-
ers provides facilities and helps to
ensure that employees are motiv-
ated and understand the
European culture, so they per-
form efficiently in close collabora-
tion with you and your own IT or-

ganization.

Workers

We have solid experience within
HR in terms of both recruitment
and human resource manage-
ment and many years of experi-
ence with IT outsourcing from
several destinations. At the same
time, we know about the chal-
lenges European businesses face
in their struggle with optimizing
their IT development function

and creating a scalable business.

Our longstanding international
HR experience, intercultural in-
sight, and in-depth knowledge of
the Egyptian IT labour pool and
culture enable us to find suitable
candidates for any European
company. We do this through a
well-structured process, and we
benefit from a very extensive can-
didate database and our social

media channels.

As our customer, you have a full

Project Management lead on
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CrossWorkers ApS

Hans Henrik Groth, CEO & Founder

Phone: +45 70 27 20 40
Email: info@CrossWorkers.com

Webpage: www.CrossWorkers.com

your team. In addition, you get
the possibility to tap into Cross-
Workers' large technology know-
ledge and experience through
your dedicated Service Delivery
Manager - you get to be part of
the family.

CrossWorkers is fully GDPR com-
pliant both legally and in practice
as a European company, and our
agreements are based on
European law & venue. Further-
more, we will invoice in a
European currency. So, all in all,
you get Egyptian advantages on

European terms.
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RA'A

CX DOMAIN
Customer Experience EXPERTISE
RAYA Customer Experience

provides next-generation BPO and
customer experience manage-
ment on behalf of clients across
various verticals. RAYA CX has been
the most preferred partner of cus-
tomer service, technical support,
and global services for Fortune
1000 companies across North
America, Europe, the Middle East,
and Africa since 2001. Delivering
from the most competitive and
highly skilled labour markets, RAYA
CX provides an array of integrated
business process outsourcing solu-
tions supported by robust
strategies, continuous improve-

ment, and innovation.

With over 10000+ seat capacity
and 7500+ advisor talent pool,
RAYA CX provides top-notch out-
sourcing of omnichannel cus-
tomer experience management
and call center services, which has
helped accelerate the growth of
key thriving industries.

The key industries RAYA Customer
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Experience has focused on are the
technology & consumer electron-
ics, media & communication, fast
food, banking & insurance, auto-
motive, white goods, retail, health
care, travel & hospitality, e-com-
merce, government & public ser-
vice, and real estate, amongst oth-
ers in EMEA.

Our operations are well supported
through a robust continuous im-
provement approach using best
practices in Lean, Innovation, 6
Sigma, Problem Solving, and Data
Analytics and world-class stand-
ards such as COPC, GDPR, PCl, and
ISO certifications. In addition, our
customer experience manage-
ment services provide tangible
value to our clients. By offering 13
strategically located delivery sites
in Cairo, Hurghada, Dubai, Warsaw,
KSA, Bahrain, and the USA, sharing
insights and analytics to support il-
lustrated savings is effortless.

RAYA CX had received numerous
client praise and high CSS across all

RAYA
Mina Habib, Head of Marketing
Phone: +201283200080

Email: mina_habib@rayacx.com
Website: www.rayacx.com

industries. It was also recognized
with awards and certifications, in-
cluding the COPC certificate, CCW

awards, and GCX awards.

Moreover, RCX was recognized by
IAOP - the International Associ-
ation of Outsourcing Profession-
als® (IAOP), a global, standard-set-
ting organization that advocates
for the outsourcing profession
based in the US. Its annual Global
Outsourcing 100 list is one of the
most prominent acknowledge-
ments recognizing the world's
best outsourcing service providers
and advisors. RAYA CX being selec-
ted amongst the best outsourcing
providers in the world for the
second year in a row further valid-
ates its commitment to excellent
customer care and its path towards

digital transformation.
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SEGMATEK

SEGMATEK is an IT Consultancy
provider & System Integrator
focusing on Telecom Sector. We
deliver innovative integrated IT
Solutions & Services to Telecom
mission-critical businesses across
the Middle East, Africa, and Asia.

Who We Are

SEGMATEK provides cutting-edge
integrated Information
Technology  solutions  and
software services for the Telecom
Sector Mission Critical Business.
Our target is to enrich the Digital
Transformation Journey of the
CSPs and bridge the gap between
the Technology and Business

stakeholders.

When We Started

By employing the region's best IT/
Telecom experiences, SEGMATEK
started in 2014 and managed to
gain the trust of the leading

mobile operators in the MEA

COMPANY INFORMATION

SEGMATEK

Ahmed Kamal Elnabarawy, Sales Director

region, then expand its delivery
footprint to many others in Asia
and Europe. Our offices are in
Egypt, Pakistan, Bangladesh,

Saudi Arabia, and the Emirates.

How We work

We empower our client's IT
through SIX proven values,
capitalize on our large base of
IT/BSS  consultants, achieve
seamless  mobilization, avail
regional capabilities with a local
presence, deliver high ROI
solutions, being a one-stop-shop
for our clients, and utilize state-
of-art standards and

methodologies in our delivery.

What We Do

We specialize in delivering End-
to-End IT services across the most
sophisticated Telecom Business
Process Solutions, such as
Revenue Management (Charging

& Billing), Customer
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Phone: +20100 8011122
Email: sales@segmatek.com

Website: https://segmatek.com

Management, and Product &
Marketing Management. As well
as complementing the existing
Core BSS with surrounding
products that shorten the TTM
and improve the revenue of our

clients.

Qur partners in Success are Nokia,
NTS, Atos, Velti, Huawei, Matrixx,
Mobile Tech, Eastwind, Ericsson,
WBN, DELL EMC, IBM, Enghouse,
Telenco, Paymob. In addition, we
serve Orange, We, Etisalat, Zain,
Banglalink, MTN, STC, Epic,
Mattel, Togocel, Malitel, Optcl,

Qoredoo, Ethio Telecom.
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? Teleperformance

each interaction matters

Teleperformance (TP) is a global
leader in customer experience
management. As a Digital Integ-
rated Business Services Company
offering Customer Experience Ser-
vices, Back-Office Services, and

Knowledge Services.

Our mission is to deliver an out-
standing customer experience at
every single opportunity due to
our commitment, passion, and
dedication to excellence. As a res-
ult, we create opportunities and
value for our employees, clients,
customers, communities, and

shareholders.

With a team of 420k and 460+ facil-
ities in 88 countries, TP has the
most significant geographic foot-
print in the industry. We can serve

you anytime, anywhere.

Teleperformance has the most
substantial presence in telecom-
munications, technology and con-
sumer electronics, financial ser-
vices, healthcare and insurance,

public services, and retail.
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Teleperformance

Mohamed Hegazy, Vice President of Business Development

Phone: +2108884437

Email: mhegazy@teleperformance.com
Website: https://teleperformance.com

The average length of Teleper-
formance’s client relationship is 13
years, based on the top client seg-

ment (top 50).

Teleperformance is ranked top
Global Impact Sourcing by the In-
ternational Association of Out-
sourcing Professionals (IAOP) in
the Impact Sourcing in a Large Or-
ganization category and is also re-
cognized for its commitment to so-
cial and environmental

responsibility.

Teleperformance has the largest
interaction expert team in the mar-
ket: multicultural, highly skilled,
and deeply knowledgeable, with a
wide range of integrated omni-
channel solutions, technology, and

the highest security standards.

In a digital world full of challenging
frictions, where customers aren't
robots but emotional beings, your
company can achieve customer
management by partnering with

the proper organization.

With over 44 years of experience in
connecting the world’s most suc-
cessful brands with their custom-
ers, Teleperformance has become
a trusted Digital Integration Busi-

ness Services provider.

Our Digital Integrated Business
Services combines human touch
and high technology to deliver ex-
traordinary customer experiences.
While technology creates new and
agile ways of working, our interac-
tion experts remain committed to
creating unigue  connections
through empathy, adaptive com-
munication skills, and, more im-
portantly, a passion for making it

happen.

We make each interaction simpler,
faster, better, safer, and more cost-
effective by delivering proven
global best practices combining
high-tech and high-touch with
lean six sigma discipline. Teleper-
formance Egypt drives digital
transformation by leveraging tech-
nology, analytics, and process ex-

cellence.
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Webhelp

Think Human

Webhelp creates game-changing
customer journeys. As your
global CX BPO partner, we design,
deliver and optimize unforget-
table human experiences for
today's digital world. Because
brilliant brands demand brilliant
experiences, their reputation and
revenue depend on them. Espe-
cially in a world where techno-
logy has integrated with every as-
pect of our lives, and people more
and more look for a real, emo-
tional connection every step of

the way.

Inspired by our vision of making
business more human, we create
exceptional brand advocacy and
loyalty, helping the leaders of
today and the unicorns of tomor-
row thrive. We are your virtual as-
sistant; we assist with your Ins-
tagram post, follow-up call, and
save-the-day text. We're your
end-to-end partner across all B2C
and B2B customer journeys, from
sales to service and content mod-

eration to credit management.

WEBHELP Egypt

Alaa Elkhishen, Chief Executive Officer

Qur talented, imaginative brand
ambassadors create incredible,
seamless experiences, driving
trusted, stronger relationships

with your brand.

We put our +1300 clients at the
heart of everything we do and
champion imagination and cre-
ativity in the ways we work and
innovate, driven by a startup
mindset we're passionate about
never losing. Our 100,000 game-
changers in more than 200 loca-
tions and over 55 countries are
proud to bring their intelligence,
empathy, and expertise to the

table every day.

As a business born in the new
economy, we don't think of hard-
ware or software but mindware.
It's in our DNA to continuously ex-
plore how today's latest and to-
morrow's next technology can
best serve our people, clients, and
customers. Webhelp is currently
owned by its management and

GBL, a leading global investment

Copyright @ All rights reserved. Deutscher Qutsourcing Verband e.V.

Email: alaa.elkhishen@webhelp.com

Website: https://webhelp.com

holding. More information can be
found at webhelp.com. Our subsi-
diary company, The Nest by Web-
help, is a growth-enabler of star-
tups and scale-ups, supporting
them in their customer experi-

ence approach.

Webhelp started in Egypt in Octo-
ber 2020 and has invested in the
state of the art site in New Cairo
with a vision to grow up to 5000

employees in 5 years.

Webhelp Egypt has attracted the
interest of the top global com-
panies to outsource their services
in Egypt, providing back office,
outbound calls, telesales in Eng-

lish, French, German and Italian.

Webhelp aims to strengthen
Egypt's position on the global
map of outsourcing and IT ser-
vices. It is essential for its contri-
butions to creating intensive job
opportunities for Egyptian youth
in this field.
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)(ceed

Since its inauguration in 2001,
Egyptian service provider Xceed
has been at the forefront of the
country's BPO sector. It is now
one of the leading homegrown
multilingual Business Process
Outsourcing (BPO) providers in
the EMEA region, currently oper-
ating from seven (7) sites within
Egypt with 10,000+ seats: four of
which are operating in Cairo
while the other three are in Alex-

andria, Qena and Assuit.

Xceed has an additional contact
center, geographically and cultur-
ally proximate to Europe, at Mo-
rocco's technology park
CasaNearshore Park, with 2000
seats. This site boasts a large,
qualiied Francophone talent

pool.

Xceed also has a site in Mauritius
located at Ebene Cyber City to
complement its presence in
Africa with 250 seats to meet ex-
pectations for French, Canadian

and multinationals' need for a Bi-
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Xceed

Rasha Ezzeldin, Sales & Marketing Director

lingual customer base delivered

from a single low-cost location.

At Xceed, thousands of proficient
speakers of ten languages en-
gage with customers every day to
bring them closer to some of the
World's premium brands. Qur call
center services strengthen cus-
tomer loyalty and create a dedic-
ated communication channel
through a well-deployed and

consistent framework.

Xceed's innovative solutions eval-
uate the client's existing business
models and enhance them to

achieve client satisfaction and

long-term profitability.

Email: rasha.ezz@xceedcc.com
Website: www.xceedcc.com

With its established tenure in the
country, Xceed is experienced in
delivering high-quality services
across numerous industries, such
as telecoms, fast food, techno-
logy, tourism, automotive, finan-
cial services, fast-moving con-
sumer goods, and healthcare. In
addition, the company serves
several key government ac-

counts.

Xceed strives to surpass clients'
expectations through its un-
wavering pursuit of excellence
and to sustain that, our company
relies on people, process, and

technology.

Copyright @ All rights reserved. German Outsourcing Association

Advansys ESC

Engineering Services & Consultancy

Advansys ESC is an Automation &
Digital Transformation Enabler
with the mission to free up millions
of operational hours for our clients
by re-engineering, Outsourcing,
and automating their work. Ad-
vansys ESC offers industrial & busi-
ness process automation and
building a Center of Competencies
where we work with some of the
leading players in Aviation, Bank-
ing, Healthcare, Financial Services,
Retail, System Integrators, and

Telecoms,

Advansys ESC is also working with
leading Government entities to de-
liver improved efficiency in gov-
ernment processes and signific-
antly improve the services offered
to their citizens and residents. In
addition, Advansys ESC is a solu-
tion partner for leading techno-
logy vendors, including UiPath,
ABBYY, Automation Anywhere,
Beckhoff, Blue Prism, Cassioli, IBM
Waston, Aveva, Mantis, and Mi-
crosoft Azure. Advansys ESC is
ISO9001 Quality Certified and cur-
rently undergoing 1SO27001 Se-

Advansys ESC

Sharaf EI-Din Mohamed, Strategic Outsourcing Director

Phone: +201006078126

Email: sharafeldin.mohamed@advansys-esc.com

curity Certification. Advansys ESC
offers services in the following
areas: Business Analytics (Bl), Busi-
ness Process Automation (BPM),
Chatbot, Object Character Recog-
nition (OCR), PLC Design and Pro-
gramming, Robotic Process Auto-
mation (RPA), Face Recognition,
Warehouse Automation Design,

and Implementation.

Within Strategic Qutsourcing Ser-
vice, Advansys ESC methodology is
to deliver a value-creation project
for the partners where we make a
conscious effort to build the busi-
ness case with our partner evaluat-
ing what can be done more effect-
ively & efficiently by Advansys ESC
team rather than depend on the
in-house team. Advansys ESC
provides many differentiated Out-
sourcing Services such as SW De-
velopment, Procurement, IT, Finan-
cial, and PMO Services. Building a
turnkey ‘'SW Delivery Center’is one
of the unique Services which Ad-
vansys ESC provides. We have a
group of dedicated SW Delivery

Team with all function that guaran-
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tees better leadership and direc-
tion in their knowledge domain,
plus faster decision-making as Ad-
vansys ESC SW-DC service focuses
on providing training, strategic
planning, implementation guid-
ance, and resources to accomplish

its primary purposes.

Advansys ESC Procurement BPO
Services assist in transforming your
procurement outsourcing strategy
where the approach is ensuring
the purchase process will save you

time and money.

We currently have 340+ specialists
serving our clients from our offices
in Cairo, Dubai, Oxford, Michigan,
and Riyadh. To date, we have
served over 60 clients across 14
countries. Advansys ESC provides
its clients with flexible engage-
ment models, including BOT, pro-
ject-based, and staff augmenta-
tion (Hybrid, Onsite, and Offsite).
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BBl is a leading global technology
provider focusing on Al powered,
Cloud-native, digital transforma-
tion. Founded in 2009, BBI offers
end-to-end enterprise data man-
agement solutions and services
which empower businesses to
become truly data-driven to sur-
vive the unprecedented disrup-

tions of today and tomorrow.

BBl has three subsidiaries: BBI
Outsourcing, BBl International
Professional Services, and BBI

Academy.

BBI Outsourcing partners with its
clients to build to help them take
a strategic approach to hiring
hard-to-find technical talents. BBI
Outsourcing has centers in 4
countries and more planned, BBI
Outsourcing worked on more

than 100 projects.

P
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Mohammad Mekky, Director, Marketing

With a talent pool of over 20K ex-
perienced individuals belonging
to fast-rising tech sectors, our cli-
ents get the highest quality talent
with unmatched skills. By helping
tech businesses streamline their
manpower, we facilitate filling
their project base and meeting
the project deadlines smoothly

and efficiently.

Available talents cover many spe-
cializations including, but not lim-
ited to: solution architecture,
business analysis, data engineer-
ing, data governance, cloud com-
puting, Al solutions, business in-
telligence, project management,
quality control and quality assur-
ance, UX design, web and mobile
development (frontend and

backend), ERP, and many others.

BBl Outsourcing technology
staffing and search services help

achieve many organizational ob-

and Business Transformation

Email: mohammad.mekky@bbi.ai

Website: https://bbi.ai

jectives like cost reduction, oper-
ations improvement, restructur-
ing, permanent recruitment, con-
tract/contingent staffing, global
employment & mobility, man-
aged and RPO solutions, talent
mapping, workforce consultancy,
financial return advisory, salary
and market-rate benchmarking,
workforce consultancy, and risk
management and mitigation.
Moreover, our team also enables
businesses to achieve strategic
alignment by delegating the
completion of an entire project or

a portion of it to a dedicated.

Offering flexible engagement
models, BBl Outsourcing provides
you with the best available re-
sources in the market for your op-
erational needs, filling your va-
cancies with top talents from all

over the continents.
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iSON

xperiences

As a global leader in Customer Ex-
perience Management and Busi-
ness Process Outsourcing, iSON
Xperiences is leading the way in
combining human efforts with
technology to deliver customer
delightin all interactions and on all

channels.

iSON Xperiences is a subsidiary of
the iSON Group. With a presence in
18 countries across Africa, the
Middle East and ASEAN, through
36 delivery centres worldwide, we
have been managing customer in-
teractions for some of the world's

most renowned brands and rede-

COMPANY INFORMATION

iSON Xperiences

Shailesh Mohan, Global Head of Business

Development and Marketing
Phone: +20 1000220181

Email: Shailesh.Mohan@isonxperiences.com

fining the way people connect

with enterprises. iSON Xperiences'
talented and dedicated workforce
of over 18000 employees, com-
bines human efforts with techno-
logy to deliver exceptional cus-
tomer services by developing
intelligent operations, for digitally-
powered business process man-
agement and data solutions to en-
able business agility, increased
productivity, and leading returns

for our clients.

iSON Xperiences in Egyptis well es-
tablished in Outbound Offshore

Contact Centres, specialising in
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sales campaigns focused on Tele-
communications, Energy, HRO,
and Financial Services sectors. We
have deployed over 4000 dedic-
ated agents and created over
19000 jobs in the past three years
in our various operations in Egypt.
We currently have four sites oper-
ating in Egypt with plans to ex-
pand further within the next year.

Be it onshore, offshore, nearshore,
or remote working or whether or-
ganisations need help scaling up
their workforce, daily business op-
erations or managing special cam-
paigns, we combine technology

with proven approaches to ensure

successful outcomes.
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We make digital human..

Our digital transformation delivers
exceptionally engineered, intelli-
gent, and very human digital ex-

periences.

About Sutherland

As a process transformation com-
pany, Sutherland rethinks and re-
builds processes for the digital age
by combining the speed and in-
sight of design thinking with the
scale and accuracy of data analyt-
ics. We have been helping custom-
ers across industries from financial
services to healthcare achieve su-
perb quality through transformed
and automated customer experi-

ences for over 30 years.

About Sutherland Egypt

Opened in 2010, our office in Alex-
andria provides a full range of in-
tegrated back-office and client-fa-
cing front-office services to the
company's clients in Europe, Africa,
the Middle East, Asia, and North
America. In 2022, a new office loc-
ated in Cairo is opening its opera-

tions, hiring multiple diverse pro-

e
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Sutherland

Ahmed Nagy EIAnwar, AVP - Service Delivery

Phone: +789-698

Email: Ahmed.EIAnwar@sutherlandglobal.com

Website: https://sutherlandglobal.com

fessionals providing world-class
technical support and customer

service across different languages.

Our Global Footprint

For over 35 years, we've been de-
lighting customers through better
processes. It's been our mission to
provide excellent service since the
very beginning. Three decades
later, we have more than 120 cli-
ents, completing 43 million trans-
actions a month on a digital back-
bone that spans 20 countries

around the world.

We are very committed to expand-
ing the company's global growth
by achieving and delivering digital

services across the world.

Customer Engagement

Transformation

We build our connection to our
customers by implementing cus-
tomer engagement strategies that
transform the operation towards

innovation.

Business Process
Transformation

We execute complex and obsolete
processes impacting customer ex-

perience and reducing business

agility.

Analytics

We achieve more significant trans-
formation in business operation
from the intuitive customer experi-
ences by exploring and analyzing

to improve business outcomes.

Tech Services

We build, configure, and deliver ro-
bust new-age Digital Solutions
and Media Services leveraging
deep vertical, horizontal, and oper-

ations domain expertise,

Consulting

We are building a bridge between
ideas, insights, and business prac-
tices in a combination of digital

and human processes.

Copyright @ All rights reserved. German Outsourcing Association

SEETT

FELEL (=g g

e’y



mailto:%20Ahmed.ElAnwar@sutherlandglobal.com
https://sutherlandglobal.com
https://www.isonxperiences.com

COMPANY INFORMATION I

A Athear

Complementing One Another

As one of the reputable BPO pro-
viders in the region, Athear
provides six different services cat-
egories. One is the Customer Ex-
perience in voice and non-voice
modes using various CRM & Al
technologies. Additionally, Athear
provides Inside Sales services, HR
Outsourcing services, IT Out-
sourcing Services, Digital market-
ing services, and Managed Work-
space Services.

|IBDO

BDO ESNAD

BDO Esnad is an Egypt-based out-
sourcing company established in
2008 to provide organizations
with BPO services that aim to
drive long-term cost reductions
and efficiency.

BDO Esnad is a member of the
BDO International network, one
of the world's largest professional
service firms with over 1,700
offices in 167 countries, with an-
nual revenue of 11.8 BS, and some
97,000 personnel Worldwide.

OUTSOURCING
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Currently, Athear provides solu-
tions to more than 12 countries in
the EMEA region from our
premises in Cairo, Egypt, by utiliz-
ing multi-lingual resources using
foreign languages like English,
French, German, Turkish, and Ar-
abic. Moreover, Athear is very flex-
ible in its sourcing model, which
varies from full outsourcing, in-
sourcing to co-sourcing.

Athear

Eng. Tarek Zidan, Chairman
Phone: +20 111 111 2244
Email: tarek.zidan@athear.com
Website: https://athear.com

Fortune 100 Companies have ac-
complished successful business
by partnering with Athear and
utilizing various services. The
company is 1SO 9001-2015 certi-
fied and is currently certified with
ISO 27001. The firm is now provid-
ing more than ten different in-
dustry best practices like IT, BAFS,
Retail, Food & Beverage, E-com,
FMCG, Telco and others.

BDO ESNAD

Passant Hassan, Business Dev. Manager

Phone: +201000457591

Email: passant.hassan@bdoesnad.com

BDO Esnad provides outsourcing
services, such as contact center
outsourcing to handle all voice
and non-voice transactions for all
types of customer service opera-
tions, through robust technology
and infrastructure, operational
management & processes, and
multilingual calibers that can
serve offshore, nearshore, and lo-
cal markets. BDO Esnad also pro-
vides IT services such as contact
center hosting, technology leas-
ing, and CRM customizations.

Webpage: www.bdoesnad.com

BDO Esnad offers back-office out-
sourcing services such as payroll
processing and HR services in ad-
dition to finance and accounting
services. BDO Esnad is ISO 27001
certified for data security and pro-
vides its services according to
global standards using top-notch
technology.
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EVOLVICE

Evolvice was established in 2012
in Germany and opened its
nearshore centre in Cairo in 2018.
As a software development ser-
vice provider, Evolvice develops
individual software solutions with
dedicated, experienced project
teams.

We provide IT professionals that
reinforce our customers' internal
capacities. We support companies
setting up and operating an IT
hub or a larger team structure in

O)arr

JLL (NYSE: JLL) is a leading profes-
sional services firm that special-
izes in real estate and investment
management. JLL shapes the fu-
ture of real estate for a better
world by using the most ad-
vanced technology to create re-
warding opportunities, amazing
spaces, and sustainable real estate
solutions for our clients, our peo-
ple, and our communities. JLL is a

Evolvice GmbH

Nataliia Maksymenko, Chief Operating Officer

Egypt. Evolvice has been proven
as a nearshore outsourcing part-
ner for both small businesses and
large global brands with a diver-
sity of technology and industry.

IT specialists work remotely for
our customers and communicate
directly with them. It does not
matter whether an existing team
is to be supplemented, a new
dedicated team set up or a com-
plete IT hub is to be operated.
With our experienced recruiting

Fortune 500 company with an-
nual revenue of $19.4 billion in
2021, operations in over 80 coun-
tries, and a global workforce of
more than 98,000 as of December
31, 2021. JLL is the brand name
and a registered trademark of
Jones Lang LaSalle Incorporated.

Across the Middle East and Africa
(MEA), JLL is a leading player in

Copyright @ All rights reserved. Deutscher Outsourcing Verband e.V.

Tel: +49 711 219 559-40
Email: info@evolvice.de
Website: www.evolvice.de

team and processes, we quickly
find highly qualified and suitable
employees.

With our intercultural experience
and expertise in software devel-
opment, we support and promote
the best possible cooperation be-
tween Egyptian software devel-
opers and European corporate
culture.

JLL

Zenah Al Saraeji, Analyst

Phone: +971558890025

Email: Zenah.alsaraeji@eu.jll.com
Website: jll.com

the real estate and hospitality ser-
vices markets. The firm has
worked in 35 countries across the
region. It employs over 1400 inter-
nationally qualified professionals
across its offices in Dubai, Abu
Dhabi, Riyadh, Jeddah, Al Khobar,
Cairo, Casablanca, Johannesburg,
and Nairobi.
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COMPANY INFORMATION I

= Microsoft

Founded in 1975, Microsoft
enables digital transformation for
the era of an intelligent cloud and
an intelligent edge. Its mission is
to empower every person and
every organization on the planet
to achieve more. Microsoft is
headquartered in  Redmond,
Washington, and has offices
worldwide, including Canada,
Brazil, the UK, India, China, Japan,

Microsoft Egypt

Hussein Salama, Director of EgDC
Phone number: +202 35395920
Email: hsalama@microsoft.com

Website: https//www.microsoft.com/en-eq

South Africa, and Egypt. Some of
its best-known software products
are Windows, Office, Internet
Explorer, Edge, Teams, and many
more. In addition to software,
Microsoft also  manufactures
devices such as Xbox, Surface,
HoloLens, and Mobile devices.

Microsoft has thousands of
researchers and engineers around

the world achieving scientific
breakthroughs in research areas
such as Artificial Intelligence,
Machine Learning, and Computer
Vision. They also  pursue
innovation in a range of scientific
and technical disciplines to help
solve complex challenges in
diverse fields, including
computing, healthcare,
economics, and the environment.

N COMPANY INFORMATION

_VOIS

_VOIS (Vodafone Intelligent
Solutions) is a strategic arm of
Vodafone Group Plc, creating
value and enhancing quality and
efficiency across 28 countries and
operating from 6 locations:
Albania, Egypt, Hungary, India,
Romania, and the UK.

Over 26,000 highly skilled
individuals are dedicated to being
Vodafone Group's partner of
choice for talent, technology, and

_VOIS (Vodafone Intelligent Solutions)
Tony Ross, Privacy Risk and Compliance Manager

Phone:+20 1000 59 22 00
Email: tony.ros@vodafone.com

Website: https://www.vodafone.com/careers/

professional-career-areas/shared-services

transformation. We deliver the
best services across |IT, Care,
Business Intelligence Services, HR,
Finance, Supply Chain, HR
Operations, and many more.

Established in 2006, VOIS has
evolved into a global, multi-
functional organization, a Centre
of Excellence for Intelligent
Solutions focused on adding
value and delivering business
outcomes for Vodafone.

At _VOIS, we recognize how
important it is that our systems
can serve the organization's goals.
We believe that when we
combine technology with the
human spirit, we can reimagine
the world. We create intelligent
processes and systems by
learning through data. _VOIS is
the nervous system that connects
all other parts of the business
together.

' Robusta Deutscher Outsourcing Verband e.V.
Mahmg;:d Bac-i:ag(;aor;a;g;:g r;:}t;;ezr 0 gﬁ%gﬁ%%‘fuq Stephan Fricke, CEO & Head of Advisory Board
one: ’ : : ;
ro ugta Email: mahmoud.badr@robustastudio.de VERBAND Email: stephan.fricke@outsourcing-verband.org

robusta is a tech agency working
across different sectors & indus-
tries on agile digital customer en-
gagement products.

With a team of 100+ tech and
market consultants, robusta main-
tains an impactful footprint across
EMEA and engages with its clients
through its two key operations
hubs in Egypt and Germany.

robusta's core capabilities lie in
Product Innovation, Product De-
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sign & Product Development, har-
nessing technology to enable
seamless digital customer en-
gagement solutions such as e-
commerce, apps & platforms & de-
liver tangible business growth.

robusta launched the E-Com-
merce Summit in 2018, a grass-
roots movement stirring up the
conversation on digital com-
merce, providing a deep dive into
the various trends, pains and op-
portunities across the MENA re-

Website: www.robustastudio.de

gion in a unique networking ex-
perience,

The company has worked with
many different businesses both in
size and industries. Some of
robutsa's key clients are P&G,
Mondeléz, Vodafone, Orange, Ori-
flame, Hero Group, Pepsico, Sub-
aru, Metro GmbH, AXA, Sodic De-
velopments, Al Ahly SC, Egyptian
Ministry on Investment & Interna-
tional Cooperation, Al Araby,
Fawry & Hyperone.

Copyright @ All rights reserved. German Qutsourcing Association

GERMAN OUTSOURCING ASSOCIATION

The German Outsourcing Associa-
tion is a completely independent
member organization, acting as a
platform for professionals and or-
ganizations (national and interna-
tional) involved or interested in
sourcing or providing IT or busi-
ness process services in/for the D-
A-CH markets.

With more than 1,000 members, a
reach of more than 300.000 con-
tacts the association represents

Website: www.outsourcing-verband.org

one of the largest international
networks of industry experts,
companies, associations and gov-
ernment organizations. The asso-
ciation actively supports the mar-
ket for co-operations with
external service providers in [T, fi-
nance, HR, procurement, manu-
facturing and management. The
management works together
with industry experts and organi-
zations on improving the trans-
parency in the sector in Germany,

Copyright @ All rights reserved. Deutscher Outsourcing Verband e.V.

Europe and worldwide, on provid-
ing independent information ser-
vices.

The association maintains active
relations to leading and emerging
sourcing destinations, such as
Poland, Bulgaria, Romania, Arme-
nia, Georgia, Portugal, Egypt and
many more.

You can find more information at
www.outsourcing-verband.org
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www.outsourcing-destinations.org

This guide provides information for pro-
fessionals and organizations interested
and/or involved in buying, providing, or
advising in ICT, business processes, and
shared services. The information helps to
better understand the local conditions
and opportunities in the ICT sector in
Egypt and to get to know the relevant
local companies, persons, and sector
support organizations.

The Outsourcing Destination Guide
Egypt 2022 in its 3" Edition is produced
in co-operation with ITIDA and leading
local ICT and service delivery organiza-
tions.

The information we present is based on
over 60 different documents, articles, re-
search papers, statistics, and other re-
sources (given in the texts) from local or-
ganizations and media, over
government organizations, local and in-
ternational sector experts, to interna-
tional organizations such as the Interna-
tional Monetary Fund or the Worldbank
Group.
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The articles are written by local
sector experts to provide first-
hand insights into working meth-
ods, business cases, business
mentality, and achievements.

We would like to thank all of our
partners, including ITIDA, and the
authors for their contributions to
the Outsourcing Destination
Guide Egypt 3™ Edition.

Publisher

This publication is distributed
among more than 2.700.000 con-
tacts and is available as a free
download and a print copy on se-
lected industry events around
Europe and Africa.

Stephan Fricke, Brigitta Bihari,
Editors, Deutscher Outsourcing
Verband e.V.,, Germany

Deutscher Outsourcing Verband e.V. (German Outsourcing Association)

Address: Lumumbastr. 14, 39126 Magdeburg, Germany

Contact: office@outsourcing-verband.org

Internet: www.outsourcing-verband.org

Editorial office

Stephan Fricke, Brigitta Bihari

Production

5com Communication & Media - www.outsourcing-marketing.org

www.outsourcing-destinations.org

S Copyright @ All rights reserved. German Outsourcing Association

Published by

DEUTSCHER
‘? OUTSOURCING
VERBAND

Official partners

Cross Workers

}ceed

Partners

Advansys €SC

Engineering Services & Consuitancy

Copyright @ All rights reserved. Deutscher Outsourcing Verband e.V.

In partnership with

RA'A

CUSTOMER EXPERIENCE

Think Humon

#BBi1

Produced by Media partner

OUTSOURCING
aanuni-cation & media mm NARKETS
s SEGMATEK "? Teleperformance

each interaction matters

o
1ISON b
1 SUTHERLAND'

periences

‘We make digital human..

QUTSOURCING

~,
DESTINA'I;I aNS 133



https://www.outsourcing-marketing.org
https://www.outsourcing-journal.org
https://www.outsourcing-marketing.org
https://www.outsourcing-marketing.org
https://www.outsourcing-journal.org
https://www.outsourcing-marketing.org

QUTSOURCING 7
INA'(I aNS

OUTSOURCING
DESTINATION
GUIDES

SERIES

www.outsourcing-destinations.org

Copyright @ All rights reserved. Deutscher Outsourcing Verband e.V. (German Outsourcing Association)



